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Decisions & Determinations
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Decisions, FY 2020-21

Program area decision made by the Director

Topic Quantity
Option 3
Defined Benefit Supplement 3
SR Application Changes 2
Benefit Calculations 2
Benefit Eligibility 1
Postretirement Earnings 1
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Determinations, FY 2020-21

Determination made by program area Executive (Executive Review)

Topic Quantity
Option 2
Defined Benefit Supplement 2
Benefit Calculation 1
Postretirement Earnings 1
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Administrative Hearings, FY 2020-21

Member appeals Executive Review

Topic Quantity
Benefit Calculation (Final Compensation) 1 – denied, PD adopted by Appeals Committee
Option (Cancellation) 1 – denied, PD adopted by Appeals Committee
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Evolution of Retirement Readiness
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Contracted offices & 
planning services

- 90+ contracted staff
15+ contracted secretaries
Limited hours/services

-
-

Contracted offices & 
telephone sessions

- Continued with contracted staff
Introduced telephone sessions
CalSTRS staff

-
-

Member Service 
Centers & enhanced 

education model

- Began multi-year MSC project
Standardized hours/services
Introduced My Next Steps

-
-

Revamp of session 
materials

- Consolidated session materials
Enhanced resources-

Adapted to virtual 
services

- Transitioned to Zoom
Introduced webinars & events
Paperless process/Email
Digitized educational tools

-
-
-

Statewide coverage 
model

- Hybrid benefits specialists
On-demand shifts to business
Webinars, sessions
Scheduling

-
-
-

Return to work and 
beyond

- In-person services
Continuing virtual momentum
Range of services

-
-



Benefits Specialist Lifecycle
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NET •
•

• Two weeks – pre-work
Seven weeks – classroom learning
Six months – transition visits
Ongoing support to benefits specialists

•

QM
• Quality Control reviews

Quality Assurance visits
Identify training needs
Ongoing support to benefits specialists

•
•
•

CE
• Regional meetings in Spring and Fall

Monthly topical based refresher training
Member Assistance Guide
Timely resource emails & online education repository

•
•
•



Prepping – Page One
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Prepping – Page One
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Prepping – Page One
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Prepping – Page Two
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Prepping – Page Two
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Prepping – Page Two
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Prepping – Page Three
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Prepping – Page Three
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Defined Benefit Estimates
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•
•
•
•

In-session estimates
Follow-up estimates
Estimate Only service
Refer member to district or 
appropriate business area



Defined Benefit Estimates
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• In-session estimates
• Follow-up estimates
• Estimate Only service
• Refer member to district or 

appropriate business area



Defined Benefit Supplement Estimates
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Defined Benefit Supplement Estimates
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Defined Benefit Supplement Estimates
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Additional Materials
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Additional Resources
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• Age Factor insert
• Concurrent Retirement Fact Sheet
• DBS insert
• Disability information
• Cash Balance information
• Community Property information
• LAUSD flyer
• Online video library
• Career stages webpages
• Monthly webinars



Ongoing Strategies - Internal
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• Robust hiring and onboarding process
• Monthly topical based refresher training
• Monthly Benefits & Services Alliance meeting
• Retirement Experience Survey workgroup
• CalSTRS business partners presenting at:

• Some Time with Sandy
• Regional meetings
• All-Staff meetings

• Identifying and forecasting trends
• Making parallels to BenefitConnect functionality



Ongoing Strategies - External
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• Engage members multi-modally
• New offerings and events

• Marketing campaigns
• Email blasts
• Social media
• Blog
• Newsletters

• Stakeholder engagement



RR at-a-glance
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• Average NET final exam score: 89%
• Average QC score: 96.6%

• 10.8% of all sessions QC annually
• Average QA score: 92.5%



2020/21 at-a-glance
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• 63,593 member touchpoints via RR services
• 89% of members expressed high level of satisfaction with their 

benefits planning session
• 13,558 SR benefits established

• 87% of members expressed high level of satisfaction with the 
service retirement experience

• Benefits Specialists are one of the most helpful resources during the 
retirement process
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Questions
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