


One year in, by the numbers 

$18 biilliiion1 p,aid sin,ce first montlh1ly payro,11 N,ov,emb,er 1 

,454,,0010,+ benefit recipients per m,01n1th 

$3.2,'7 m1illlio,n to nearly 165,000 ,01n1e-time be1n1efit r,e,cipiie1n1ts 

309,0010,+ reg1istere,d myCalSTRS u.s,ers 

21,8,65, memb,e,r servi,ce center walk-ins (+77o/o) 
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Calls answered by day: July 1- August 31 
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Average s1peed to answer by day: July 11-August 31 
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1Contiinuing customer experien1ce improvement 

Slhorteni1ng callls 
• lmpro,viing1 scre,ens th1at teams u1se to find iinformatio,n1 
• 0 1n,g·oing training1 an1d comm1un1i,cation betwee,1n ar,eas 

Takii1n,g m1ore callls 
• Addii1ng r,esource,s to areas th1at serve customers 
• Shiftiin,g teams ,and trainii1ng sequ1,e1nce to put conta,cts first 

Reducing callls 
• lmproviing myCalSTRS to h1elp members fi1nd and do m·ore 
• Processing b,a,cklogs and n1ew cases quii,ckly 
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