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Transition From PERAC to a Local Board
A Journey From the Actuarial Unit to Board Administrator

September 13, 2018

Kaitlyn Doucette, Executive Director 
Methuen Retirement Board
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New Commute

2
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Old Traffic
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Benefit Calculations

• PERAC

• Review and confirm benefit calculations

§ Board

• Determine eligibility

• Gather necessary information 

• Calculate the benefit

• Submit to PERAC for review

• Pay the member

4
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Chapter 32

• PERAC

• Daily review and implementation of appropriate statutes

• Calculations, appropriations, membership, regular 
compensation

• Assume your interpretation is on point

§ Board

• Continuous double checking of statutes

• The easy task of deciding what is regular compensation…

• Michael Sacco as legal counsel
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Accounting

§ PERAC

• Accounting was done by the audit unit, not the 
actuarial unit

• To me, debits and credits meant which bank card 
I was using

§ Board

• Credits, debits, receipts, disbursements, 
every day!

• Journal entries

6
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Payroll

§ PERAC

• Never actually issue any payments

§ Board

•Make sure I have enough cash to pay payroll

• Responsible for running the monthly payroll –
paying the correct amounts to the right people

• Pay a monthly warrant – refunds, transfers, 
reimbursements, fees
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Pension Appropriations

§ PERAC 

• Perform actuarial valuations 

• Determine a funding schedule

• Offer different appropriation amounts

§ Board

• Board approves an appropriate funding schedule

• Make sure the Housing Authority pays in a timely manner

• Make sure the City’s Appropriation is timely and 
received by PRIT

8
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Taxes

§ PERAC

• Know there are 2 lines for each year of deductions on ASF card

• Sometimes deductions are taxed, sometimes not

• That was the extent of knowledge

§ Board

• 1099 forms

• 945 filing

• Tax codes

• Early distributions
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Working Solo

§ PERAC
• There is a pyramid of others to 

review correspondence

• Executive Director bears most of the responsibility

§ Board
• I bear much more responsibility

• I have to research, write and edit most 
daily correspondence

• The Board reviews certain correspondence

• I field all the questions, calls, drop ins

Commission

Legal Unit

Joe C.

Actuarial Unit
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Letter Writing

§ PERAC

• Drafted letters to boards

• Learned to quickly and efficiently quote Chapter 32 

§ Board

• Draft letters to members and retirees

• Effectively convey the issue in the shortest most 
informative way

• Quote Chapter 32 with ease
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Network

§ PERAC

• Had a supportive network of coworkers

• Gained valuable acquaintances from local boards

• Learned to have professional rapport with coworkers 
and board staff

§ Board

• Effectively convey information to employees and retirees

• Ask for guidance from legal counsel

• Seek information from staff at other boards

12
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Public Interaction

§ PERAC
• Not much interaction with the public, 

members or retirees

• Non workers had to sign in at the front desk

• Most interaction was with board administrators and staff

§ Board
• For obvious reasons, more interaction 

with members and retirees

• People drop by on a daily basis

• More phone calls, voicemails, emails
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Conclusion

§ PERAC
• A great 9 years

§ Board
• Hopefully a great 29 years or so!
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The Administrative Budget as a 
Communication Tool

The Experience of the Essex Regional Retirement System: 2011-2018

Charles Kostro, Executive Director 
Essex Regional Retirement Board

September 13, 2018
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Overview

§ ERRS typically spends $1 million annual on administrative 
expenses:

• Employee Salaries

• Legal Expenses

• Fiduciary Insurance

• Copy Machine Lease, Web Hosting, Office Cleaning, etc., etc.

§ Regional Retirement System:

• Advisory Council must certify that the budget has been presented

• Board has final approval of budget

2
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Massachusetts Public Pension System

§ Everyone knows about the public pension system:

• Members

• Taxpayers

• News Media

§ Not everyone knows what retirement boards do:

• MGL Chapter 32

• Supplemental Regulations

• Limits, restrictions and enforcement
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ERRS Budget History

§ Little or no communication from the retirement 
system on spending

§ Later, one-page spreadsheet with no narrative

§ 2011 ERRS Board a budget document:
• Provide explanation of expenses

• Provide context of expenses (historical spending v. 
proposed spending)

• Document that could be distributed to stakeholders

§ Original Concept: Short summary with line-item 
spreadsheet

4
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ERRS Budget History

§ 2011 – Reconstituted Board & PERAC Monitoring 
Team on site

§ Emerging from scandal

§ Needed to restore trust of all stakeholders:
• General Public

• Units of the retirement system

• Chief Executives

• Advisory Council

• Press

• Members



NOTES:

 

 

 

 

 

 

 
PERAC EMERGING ISSUES FORUM 2018 |  13

7
EMERGING ISSUES FORUM | ADMIN. BUDGET AS COMMUNICATION TOOL

Budget Calendar

§ August – Draft presented to the Board for approval

§ September – Preliminary budget based on Board comments

§ October – Present budget to the Advisory Council

§ December – Final budget approved by Board

§ January – Final budget distributed to Advisory Council & Chief 
Executives; Posted to retirement system website

§ Monthly – Post monthly expenditure reports

§ April – Present final budget totals from year prior to the 
Advisory Council

6
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2012 Budget Proposal

§ Viewpoint coming from outside the public pension 
system:
• What questions did I have about retirement systems?
• How can I answer those questions?

§ Use the budget process and document to answer 
those questions
• Follow the money
• Every dollar we spend is a story about what we do

§ How do we make this process institutional – not a 
“one-time” document
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ERRS Budget Document

Table	of	Contents	
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Budget Document

§ Narrative Report:

• Detailed description of retirement system:
o 2012 Budget Report (27 pages plus appendices)

o 2018 Budget Report (27 pages including appendices)

§ Narrative explains every $ spent

§ A chance to tell the retirement 
system story

EEESSSSSSEEEXXX   RRREEEGGGIIIOOONNNAAALLL   
RRREEETTTIIIRRREEEMMMEEENNNTTT   SSSYYYSSSTTTEEEMMM   
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Spreadsheet On Each Line-item
$ Change % Change

2016 2017 2018 2019 2018 to 2018 to

Account Actual Actual Budget Proposed 2019 2019

Salaries

Board Stipend 22,500                    22,500                    22,500                    22,500                    -                             0.0%

Employee Salaries 467,632                  487,400                  498,975                  487,375                  (11,600)                  -2.3%

Subtotal 490,132                  509,900                  521,475                  509,875                  (11,600)                  -2.2%

Investment Consulting Fees

Investment Consulting Fees 29,451                    30,000                    -                             -                             -                             0.0%

Subtotal 29,451                    30,000                    -                             -                             -                             0.0%

Legal Expense

Michael Sacco, Attorney at Law 106,577                  75,000                    80,000                    80,000                    -                             0.0%

Other Legal Expense 750                         1,500                      1,500                      1,500                      -                             0.0%

Subtotal 107,327                  76,500                    81,500                    81,500                    -                             0.0%

Medical Records Expense

Medical Records Expense 170                         200                         200                         200                         -                             0.0%

Subtotal 170                         200                         200                         200                         -                             0.0%

Fiduciary Insurance

Fiduciary Insurance 27,913                    29,300                    29,300                    29,850                    550                         1.9%

Subtotal 27,913                    29,300                    29,300                    29,850                    550                         1.9%

Service Contracts

Copy Machine Service Agreement 2,785                      5,000                      4,000                      4,500                      500                         12.5%

Postage Machine Lease 14,064                    5,000                      2,000                      2,400                      400                         20.0%
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Historical Context For Spending
And Policy Decisions
§ Explains historical spending patterns – provide context 

for current budget request.  For example:
The chart below shows the lack of growth in the total administrative budget since 2012.  Please 
keep in mind that administrative spending in 2009 was more than $1.2 million.  The proposed 2018 
budget, therefore, is approximately $124,000 less than the cost to administer the retirement system 
almost a decade ago. 
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Really Transparent

§ Employee Salaries - Includes full disclosure of all 
salaries by position

Employee

2011
Salary
Budget

2012
Salary
Budget

2013
Salary
Budget

2014
Current
Salaries

Executive Director
135,000.00 125,000.00 128,500.00 131,750.00 

Director of Administration &
Finance - - 75,000.00 78,750.00 

12
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Transparent

§ Largest spending item + Topic of most interest = Employee salaries

§ ERRS puts this item first –

In 2011, the ERRS employee salary budget was $474,312.  The total growth in employee salaries 
from 2011 to the requested amount in 2018 has been $24,663.  This is a total increase in spending 
on employee salaries of just 5.2% over seven years.  The chart below shows ERRS employee 
salaries each year from 2011 to 2018. 

EMPLOYEE SALARY BUDGET  
2011 - 2018 
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Monthly Expenditure Reports

58.3% of Year 
Passed

Account
Approved 

2018 Budget Adjustments
Adjusted 

2018 Budget
Expended     as 

of 07/31/18
Balance 

Remaining
% of Budget 
Expended

Salaries
Board Stipend 22,500        22,500         13,125              9,375                  58.33%
Employee Salaries 498,975      498,975       263,543            235,432              52.82%
Subtotal 521,475      -                  521,475       276,668            244,807              53.05%
Investment Consulting Fees
Investment Consulting Fees -                  -                   -                          0.00%
Subtotal -                  -                  -                  -                        -                         0.00%
Legal Expense
Michael Sacco, Attorney at Law 80,000        80,000         34,896              45,104                43.62%

14
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Create Your Own Style

§ Use of charts to support narrative.

§ Example:



NOTES:

 

 

 

 

 

 

 
18 | PERAC EMERGING ISSUES FORUM 2018

17
EMERGING ISSUES FORUM | ADMIN. BUDGET AS COMMUNICATION TOOL

Emerging Issues Forum 2018

§ Essex Regional Retirement Board website is 
www.essexregional.com

§ Budget documents are available on the Fiscal 
Reports link on the home page of the website

§ Any questions, please contact Chuck Kostro @ 
(978) 739-9151 or via email at ckostro@essexrrs.org

Thank you!

16
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Advisory Council Year-End Budget 
Report

2017 ERRS FINAL ADMINISTRATIVE BUDGET

• Final Administrative Expenditure Total - $998,288

o 5.75% below budget amount of $1,059,575

o Seventh consecutive year ERRS administrative spending under-budget

o Last three years, ERRS has averaged 6.25% under-budget in actual 
spending saving $193,431
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The Public Records Law
Explanation of the old and the new

Timothy J. Smyth, Esq.
Executive Officer

Boston Retirement System



NOTES:

 

 

 

 

 

 

 
20 | PERAC EMERGING ISSUES FORUM 2018

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW

3

What Is a “Public Record”?

§ According to the Secretary’s A Guide to the Massachusetts Public Records Law, 
“every record that is made or received by a government entity or employee is 
presumed to be a public record unless a specific statutory exemption permits 
or requires it to be withheld in whole or in part.”

§ Specific statutory exemptions may be found at G. L. c. 4, § 7 (26). 

§ There are non-statutory exemptions as well called common law exemptions, 
such as attorney-client privilege and work product privilege. These 
exemptions permit the board to withhold a record from the public.

§ A records access officer (RAO) must prove with specificity why it should be 
allowed to withhold any public record. If an RAO claims an exemption and 
withholds a record, the RAO has the burden of showing how the exemption 
applies to the record and why it should be withheld.

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW

2

Massachusetts Public Records Law

§ The Massachusetts public records law was amended in January 2017

§ Massachusetts has its own public records law, not to be confused with 
the often cited Federal Freedom of Information Act or “FOIA”

§ We often receive requests that actually cite to FOIA, but nonetheless 
treat them as a Massachusetts public records request

§ The Freedom of Information Act is a Federal statute that applies to 
Federal records only

§ On the other hand, the Massachusetts Public Records Law applies to 
records created by or in the custody of a state or local agency, board 
or other government entity
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Records Access Officers (Continued)
§ By way of example, the Boston Police Department website contains 

instructions for those seeking public records:

http://bpdnews.com/public-records-request/
(Accessed August 31, 2018) 

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW

4

Records Access Officers
§ Changes in the law require government custodians to designate a records 

access officer.  

§ Custodians may also have secondary records access officers.

§ Some city departments have two public records contacts, one for press and 
one for constituents and others.  This remains permissible under the new law.

§ Massachusetts law requires that, “Each agency and municipality shall post in a 
conspicuous location at its offices and on its website, if any, the name, title, 
business address, business telephone number, and business email address of 
each records access officer. The designation of 1 or more records access 
officers shall not be construed to prohibit employees who have been 
previously authorized to make public records or information available to the 
public from continuing to do so. Any employee responsible for making public 
records available shall provide the records in accordance with this chapter.”  
GL c. 66, §6A(c)
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Public Records Department Web 
Page on Boston.gov
§ This page will evolve over time to include additional records access contacts for City departments

boston.gov/departments/public-records
(Accessed August 31, 2018) 
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Records Access Officers Mode of 
Response
§ The RAO shall provide public records “by electronic means 

unless the record is not available in electronic form or the 
requestor does not have the ability to receive or access the 
records in a usable electronic form.” GL c. 66, §6A(d)

§ The RAO shall “provide the public record in the requestor's 
preferred format or, in the absence of a preferred format, in a 
searchable, machine readable format.” GL c. 66, §6A(d)

§ The RAO “shall not be required to create a new public record 
in order to comply with a request.” GL c. 66, §6A(d)
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Public Records Department Web 
Page on Boston.gov (Continued)

boston.gov/departments/public-records
(Accessed August 31, 2018) 
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Public Records Department Web 
Page on Boston.gov (Continued)

boston.gov/departments/public-records
(Accessed August 31, 2018) 
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Requirements on Response to 
Public Records Requests

Time is calculated now based on business days; this would 
exclude holidays and weekends:

§ A request is considered received the first business day after receipt

§ You must respond within 10 business days

§ You may take up to 25 business days if you provide a detailed explanation

§ Additional time may be granted based upon

• Mutual agreement with requester

• Grant of extension from Supervisor of Records

§ Records custodians must explain and its response may be appealed to 
Supervisor of Records

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW
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Keeping Track of Requests and 
Responses
§ The new law does not require municipal retirement boards to track all public records requests

§ However, State agencies must track requests and send annual reports to the Secretary of State

§ The Secretary of State sends an annual report to the Legislature

§ Municipal retirement boards are not required, but are encouraged to track requests

§ The suggested tracking would include (these are requirements for state agencies):

i. the nature of the request and the date on which the request was received;

ii. the date on which a response is provided to the requestor;

iii. the date on which a public record is provided to the requestor;

iv. the number of hours required to fulfill the request;

v. fees charged to the person making the request, if any;

vi. petitions submitted under clause (iv) of subsection (d) of section 10;

vii. requests appealed under section 10A;

viii. the time required to comply with supervisor of records orders under said section 10A; and

ix. the final adjudication of any court proceedings under subsection (d) of said section 10A.
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Fees Under the New Law (Continued)

Under the new law you may no longer charge for time to 
review or segregate records unless:

§ Redaction or withholding is required by law
• For example, student records, medical records, domestic violence records, 

other records deemed not public by statute

§ Permission granted in advance by Supervisor of Records, by stating:
• Exemptions applicable, stated with specificity

• Hours needed to redact
o Must show why the number of hours is needed

o Must show person doing work is lowest paid person capable

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW
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Fees Under the New Law

Summary of changes:
§ Boards must waive the first two hours of search time; state must waive first 

four hours

§ Boards may not charge more than $25.00 per hour for search time unless a 
waiver has been granted by the Supervisor of Public Records; state has no 
waiver option

§ Boards may charge no more than $.05 for paper copies of records

§ Special fees for police and fire have been repealed

Some things have not changed:
§ Government custodians may not charge for electronic copies of records

§ State law and regulation generally overrule local ordinances for fees
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Denying a Request for Records

§ As the presumption is that all records are public, a 
records custodian has a burden to:

● Cite an applicable exemption to the Public Records Law

● Explain how the exemption applies to the withheld or 
redacted portion

● Withhold or redact only the portion to which the exemption 
applies

EMERGING ISSUES FORUM | THE PUBLIC RECORDS LAW
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Requesters With Unique Right 
of Access
“Unique Right of Access” is pursuant to the provisions of 950 CMR 
32.06(1)(g), if a requester or requester’s representative (such as an 
attorney), has “a unique right of access by statutory, regulatory, judicial 
or other applicable means”, a request for records will not be considered 
a G.L. c.66, §10 public records request

§ Requesters with a unique right of access should be treated this way:

● Respond within ten business days

● Explain to requester she is seeking non public records

● Explain to requester why she has a unique right of access
○ Student Records

○ Domestic violence records

○ Other specifically exempted record

● In response do not inform requester of right to appeal, as this is not a response to a 
public records request
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Records Management and Retention

§ How long do I need to keep my records?
● Retention of records is determined by the Supervisor of Records

http://www.sec.state.ma.us/arc/arcpdf/Municipal_Retention_Schedule_20161109.pdf
(Accessed August 31, 2018) 
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The Attorney-Client Privilege
§ The Supreme Judicial Court found the privilege applies to government 

records

§ Requirements to cite attorney-client privilege:

● Explain that the exempt portion contains confidential information

● That information was shared between an attorney and client for legal advice

● The client has not waived the privilege

§ There is no “exemption” to cite as this privilege is based solely on 
case law

§ The statute and regulations state a response must include:

• a detailed description of the record, including the names of the author and recipients, 
the date, the substance of such record, and the grounds upon which the attorney-
client privilege is being claimed.

• G. L. c. 66, § 10A(a); 950 CMR 32.06(3)(d)

See Suffolk Const. Co., Inc. v. Division of Capital Asset Management, 449 Mass. 444 (2007)
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Appendix: There Oughta Be A Law

§ The statutes and regulations discussed in this 
presentation include:

● G. L. c. 66 - Duties of custodians, authority of 
Supervisor of Records

● G. L. c. 4, § 7 (26) - Exemptions to the Public Records Law

● 950 C.M.R. 32.00 - Public Records Access Regulations

§ The Secretary of the Commonwealth publishes a 
guide with case citations and other statutes:

● A Guide to the Massachusetts Public Records Law
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Attorney of the Day

§ The Division of Public Records provides an “attorney 
of the day” to assist any person seeking information 
regarding the Public Records Law.

§ The hours of operation for the Division are Monday-
Friday from 8:45 a.m. to 5:00 p.m. 

§ The telephone number for the Division is 
(617) 727-2832, and the email address is 
pre@sec.state.ma.us.
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Questions and Answers

21
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Appendix: There Oughta Be A Law 
(Continued)

There are numerous cases interpreting the Public Records Law.  
Here are citations of a few:

Attorney-client privilege - common law exemption:
Suffolk Const. Co., Inc. v. Division of Capital Asset Management, 449 Mass. 444 (2007)

Personnel records - first clause of exemption (c):
Wakefield Teachers Ass’n v. School Committee of Wakefield, 431 Mass. 792 (2000)

Police internal affairs records - first clause of exemption (c):
Worcester Telegram & Gazette Corp. v. Chief of Police of Worcester, 58 Mass.App.Ct. 1 (2003)

Settlement agreements - students with special needs:
Champa v. Weston Public Schools, 473 Mass. 86 (2015)

Public safety and terrorism  - exemption (n):
People for the Ethical Treatment of Animals, Inc. v. Department of Agricultural 
Resources, 477 Mass. 280 (2017)
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Lynn Whynot, Retirement Administrator
Wellesley Contributory Retirement System

September 13, 2018

Challenges at the Local Board Level
“The Devil is in the Details”
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Wellesley Contributory Retirement 
System

§ 400 Retirees and survivors in pay status

§ 700 Active members

§ $192M in pension assets; $65M in OPEB

§ Funded ratio is 75% as of 1/1/2017, assuming 
6.625% discount rate. Full funding projected 
date is 2030. 

§ Experienced board with 2 pension actuaries
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Wellesley, Massachusetts

The Town of Wellesley, Massachusetts, was 
founded in 1881 and currently has a population of 
approximately 28,000 residents, three institutions 
of higher-learning and a thriving business 
community. Recognized for its welcoming culture 
and exemplary town services, Wellesley is run by 
a town meeting representative form of 
government with citizen-led boards and 
committees that are supported by a collaborative 
municipal staff. 
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Roles and Responsibilities

§ The many hats that 1.50 FTE staff wear include:

Receptionist Records Access Officer
New Member Enroller Education/Outreach Coordinator
Retiree Counselor Payroll Processor
Refunds/Rollover Specialist Procurement Officer
Accountant Minute Taker
Election Officer Employer Liaison
Disability Coordinator Accounts Payable Clerk
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Wellesley Retirement Staff

§ 1 Full Time and 1 Part Time Staff 

• 1.50 FTEs since 2016. Formerly 2.0 FTEs

• Retirement Administrator – does everything

o 5 years experience with Wellesley Retirement

o 15 years of actuarial consulting

• Administrative Assistant – also does everything

§ Every system should have minimum 2 employees

• A “doer” and a “checker”

• 2 sets of eyes needed for fraud prevention and accuracy

• If you don’t have second set of eyes, put it down and review tomorrow
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Local Board Challenges

§ Multitude of tasks

§ Various stakeholders

§ Limited staff

§ Getting it all done in professional manner

• Payroll 

• Active member services

• Special projects are the challenge
o Projects that propel us forward and help us evolve
– New websites, new banking relationships, etc

o Emergencies beyond our control
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Stakeholders of Retirement Systems

§ Partnership required with distinct audiences

• Retirement System Members
o Priority to serve the membership

• Employers of the Members (Town, School, Authority)
o Retirement System is a retention and attraction tool

o Intersect with health insurance and disability

• Citizens and Taxpayers
o Public records, annual appropriations and local options

• Regulatory Oversight (PERAC and Auditors)
o Essential checks & balances
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Takeaway #2 — Business Continuity 
Plan
§ Remote processes critical
• Remote network access
• Cloud based software
• Laptops and mobile technology

§ Modern record management
• Need to progress faster
• Scans all current records in and out  
o Have not spent our resources on older records yet
o Microfilm and microfiche may meet letter of public records retention, 

but not user friendly formats

§ Cross training of essential job functions
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Challenge — Sewage Flood of 2017

§ Fireproof file cabinets banished to basement so they “don’t 
fall through the floors”

§ Historic Town Hall surrounded by beautiful park grounds 

• Read: old pipes and tree roots

§ Raw sewage back up

• Uninhabitable basement

• File cabinets contaminated, 
but luckily not our files

• Undesirable office conditions
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Relationships Matter — Helps 
Members Too
§ Our members’ experience better service with collaborative 

partnerships 
• New staff, fresh starts

§ Fresh starts opportunities
• Onboarding new hires at the schools more effectively

• Access to payroll and reports directly for internal audit

• More timely bank reconciliation from treasurer

• Actively solicit feedback on how retirement can assist

§ Sharing of ideas and processes between departments
• Professional satisfaction

• Opportunities to collaborate on health insurance plans, OPEB valuations, 
457(b) plan improvements.  
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Takeaway #2 — Relationships Matter

§ Facilities management, Selectmen, Finance, and IT were all crucial to 
keep Retirement operational and back in business quickly

§ Other departments assisted with swing space to securely store records

§ Retirement system may be independent

• Our members and retirees are part of the town

• Our appropriations are from their budget

• Best for all to work as one on business matters

§ Strong relationships with town departments

• “You can catch more flies with honey than vinegar”

§ Invited to join town digitizing public records project
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Challenge – Efficiency

§ Checklists - My favorite low tech solutions
• Keep on track during interruptions

• Simultaneously work on project, without duplication

• Detailed checklist serves as a process document
o My monthly payroll checklist has 25+ steps, reminders, and details on 

naming conventions.

§ Template Documents
• Organized on network

• Save back templates when revised and improved
o Include additional paragraphs to delete, if not applicable

• Small incremental changes save time
o Generic pronouns
o Limit dates and amounts in letter to one section
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Challenge — New Staff/Reduced Staff 
§ Reorganize paper and electronic files
• Spreadsheet that are user friendly and easy to update

§ Network Structure
• Do you spend time looking for that file?  Wonder where to save?  Could 

someone else step in and find document. 
• ComputerDrive:\Year\Project

o Others work Project\Year?

• Include file and path names on printouts
o Excel function ‘=cell(“filename”,a1)’

§ Reduce Paper
• Review the reports that you create.  Are they internal and may be 

reproduced?  Save monthly as PDF and only print year end summary?
• Double sided reports.  Seriously — the little details add value.

§ Resist the “That’s how we have always done it” trap
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Challenge – Culture Change

§ Employee Self Service Tools

• Not replacing a formal estimate or counseling session

• Better prepared questions, improved understanding

• Free up time for members with complicated issues

§ Scheduled appointments

• Avoid the disruptive poorly timed pop in visits 

• Sending to voicemail to create uninterrupted time block
o Personal experience, if a retiree calls, time saved by addressing call 

immediately
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Challenge – Efficiency (Continued)

§ Make information readily accessible

• Check out websites of larger boards (MTRS)

• Save your time for value add services, not processing

• Adding withdrawal application online allows me to send an email with link 
while still on the phone with inactive member

§ Email communications, when appropriate

§ Education seminars

• Present to our members simultaneously

• Replace water cooler talk with facts

o Nearly 50% of active member hired after 4/2/2012
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Summary

§ Remain flexible and cooperative

§ Constantly evolve and challenge ourselves to 
be as efficient as possible

§ Modernize to ensure members receive 
accessible communications and stellar 
service

§ Our individual success strengthens the 
retirement community as a whole
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Challenge — Time for Background 
Tasks
§ Accounting and cashbooks
• Due at end of month, but not an end of month process

• Daily maintenance to be finalized by end of month

• Cashbook submissions become a review exercise and not a separate project

§ Limit touches
• In complex cases, address all aspects while file on desk

• Notified of death after payroll
o Overpayment calculation
o Letter to send

o Accounts Receivable entry (month end)
o Adjust pension/annuity paid for 1099-R (year end)
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