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New Operating Model Principles

Customer-centric,
whether a member,

survivor, other beneficiary,
or stakeholder;

Proactive and
transparent end-to-end

communication
throughout the

member/beneficiary
lifecycle;

Accountable through a
high-touch service

delivery model: we will set
service standards, deliver
on our promises, and
meet our commitments

within the Service
Partnership Agreements.
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The RASC will become a customer-centric organization that will consistently
deliver a superior service experience to our active members, retirees,
survivors, beneficiaries, internal clients and external partners.

To accomplish this, we will:
Work collaboratively - as one team - to meet the needs of our valued
members
Be accountable and measure our performance against our results
Continuously improve our operations and become more efficient
Challenge ourselves and strive to be Best in Class
Always provide an exceptional customer service experience
Ensure our members are satisfied with their outcomes

Our Mission:
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Our Focus
Strategic Goals:

Member Services & Customer Satisfaction: Provide trustworthy
communications and an exceptional contact experience to our members
Quality: Deliver accurate and timely results through highly skilled team members
Technology: Adopt and embed existing and new technologies into our daily work
and culture
Relationships: Build strong, collaborative relationships & partnerships with
campuses; our partners and stakeholders
Execution: Encourage and drive high performance to achieve timely and optimal
outcomes
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Recruitment Update
A key element of our new operating model, we will be recruiting and hiring three manager roles:

Call Center Manager

Client Relationship Manager

Disbursement Manager

We will partner with and be supported by our Local HR recruitment team:

Kelly Howard, Manager of Talent Acquisition and Executive Recruitment

Arlene Asuncion, Senior Recruitment

We established interview teams for each role:

First round team (RASC and external partners)

Retiree Partners (final discussion prior to offer)
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No Lapse in Pay Option

Our goal is to reduce the hardship
felt by retirees who experience a lapse in pay.

RASC is providing an option for prospective retirees to Opt-In and receive
a payment based upon their estimated monthly retirement benefit.

As the third retirement season with Redwood approaches, we want to ensure a smooth transition from
active employment to retirement for all UC faculty and staff. Our commitment is to complete this

process within 45 days unfortunately, we are not able to achieve this for everyone.

Option Overview
The program will provide provisional payments and healthcare continuation for approved prospective retirees.
Prospective retirees electing a July 1st retirement date and a monthly UCRP benefit are eligible to participate.
Prospective retirees must submit the No Lapse In Pay form (UCRS Form 168) and all required paperwork for the
retirement election (completed and signed) to RASC by Friday, May 14th.
RASC will review each submissions and confirm eligibility in writing.







RASC Operating Model Update
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New Operating Model RASC Partners

Secure messages channel
Messages Team

Document Services

Mailroom and scanning services

Member Services

Call Level 1 Call Level 2
Call Team

Client Relationship & Continuous Improvement

Fulfillment Operations

UC Locations/
Service Centers

Embedded Teams

Member Queries
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Transitioning Member Services: New Structure

New assignments and reporting relationships took effect on April 1st.
Core responsibilities will evolve over time but their day to day work
is not expected to drastically change
Michael and others are guiding them through the process and
answering any questions
These changes prepare us for success in the new operating model
There are no immediate changes to position titles, contracts, etc. at
this time





Member Satisfaction and Feedback:
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We are implementing Call and Secure Messages Surveys.

Please rate your level of satisfaction today based on four short statements, using a scale of 1 to 5
(where 5 is

Call Survey: Every 5th caller will be invited to participate and provide feedback

Secure Message Survey: Each Members will be invited to provide feedback upon case closure

We are focused and will be measuring the following:

Service representative provided friendly, professional service.

Service representative was knowledgeable and answered all of my questions.

Service representative effectively handled and resolved my inquiry.

Please rate your overall service experience today.









Appendix
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