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production efforts, and is now able to track production weekly at the individual level to identify 

and correct performance problems at the onset.  OPM is committed to removing failing LAS who 

cannot or will not improve, and will backfill to replace failed LAS as the agency builds its full-

time adjudication team to 186 LAS, including LAS Reviewers, which are part of the overall 

approval process.  Currently, an LAS is expected to produce at least 700 claims per year.  

Increasing the rate to about 1,100 claims per year, on average, and increasing the staff will allow 

RS to reduce the backlog to a manageable state of 13,000 cases by July 2013.  By having no 

more than 13,000 claims on hand, the staff will be able to adjudicate 90 percent of all the claims 

covered by this plan within 60 days.   

 

RS management is considering new annual production standards for LAS, but higher production 

standards will not guarantee more claims are adjudicated.  Instead, RS is immediately building 

capacity through more effective use of overtime and expanding work hours to accommodate a 

wider range of availability of the workers.  In effect, staff will be allowed to work any hours that 

the computer systems necessary to process claims are online.  In an effort to help motivate staff 

during this momentous effort OPM is looking to implement an incentive program for those going 

above and beyond the call of duty to help us achieve this goal in the time frame allotted.  For 

LAS, individual monthly incentives are being considered.  Group incentives are being considered 

for those who provide support to the adjudication process, such as case production and 

development prior to adjudication or timely review after adjudication.  When RS has established 

the higher standards, RS will work with the unions to implement them.  In the meantime, the 

agency is committed to taking action to address performance that falls short of existing 

standards, including removal. 

 

Distributing work is also an area where RS has made recent adjustments.  RS is scaling back the 

review process and looking at other opportunities to reduce review overhead.  For example, to 

help increase output in Claims II retirement operations, which handles all CSRS and FERS non-

disability claims, veteran LAS with a 95 percent or better accuracy rating will have the option to 

waive the review process if the OPM calculation matches the agency estimate.  These cases will 

be triggered active on the annuity roll.  This change should improve timeliness and increase 

capacity by freeing review staff to adjudicate claims until additional new hires are brought on 

board in 2012.   

 

Service to our customers is one of the most vital functions OPM performs, so the agency is 

working to improve this function in various ways.  The first is the implementation of a two-tier 

approach in the Retirement Information Office (RIO) section of our organization. 

 

The two-tier approach divides the RIO staff into two groups.  The first group will be the 

individuals who answer initial calls in our call center as they do now.  The second group will be 

comprised of specialists with a deeper technical knowledge base who can resolve issues over the 

phone.  The tier one staff will now refer the more technical calls to the tier two staff instead of 

the LAS, which is the current process.  The implementation of this two-tier approach will relieve 

the LAS staff of the large number of calls that are transferred to them currently and will allow 

them to spend more time closing cases.  This program has proven to be a success.  Before Tier 2 

was implemented 7,216 calls were transferred to LAS staff in a three week time frame. Since the 

implementation of Tier 2, the three week time frame saw only 2,577 calls transferred to LAS 




































