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[bookmark: _Toc149567918]Section 1 – Introduction
[bookmark: _Toc149567919]1.1	Title
Request for Proposals (“RFP”) for Organizational Change Management (“OCM”) Services for the Indiana Public Retirement System (“INPRS” or the “System”)
[bookmark: _Toc149567920]1.2	Overview
INPRS is soliciting proposals from all qualified firms who wish to be considered as a vendor to provide Organizational Change Management Services as described in Section 3 - Scope of Services.
[bookmark: _Toc149567921]1.3	INPRS Background
1.3.1	History

INPRS was established by statute in 2011 as an independent body corporate and politic. The system is not a department or agency of the state but is an independent instrumentality exercising essential government functions. INPRS was established by legislation to manage the retirement funds of certain public employees throughout the State of Indiana. INPRS administers 16 funds including:
Defined Benefit DB Fund
· Public Employees’ Defined Benefit Account (PERF DB)
· Teachers’ Pre-1996 Defined Benefit Account (TRF Pre-’96 DB)
· Teachers’ 1996 Defined Benefit Account (TRF ’96 DB)
· 1977 Police Officers’ and Firefighters’ Retirement Fund (’77 Fund)
· Judges’ Retirement System (JRS)
· Excise, Gaming and Conservation Officers’ Retirement Fund (EG&C)
· Prosecuting Attorneys’ Retirement Fund (PARF)
· Legislators’ Defined Benefit Fund (LE DB)
Defined Contribution DC Fund
· Public Employees’ Defined Contribution Account (PERF DC)
· My Choice: Retirement Savings Plan for Public Employees (PERF MC DC)
· Teachers’ Defined Contribution Account (TRF DC)
· My Choice: Retirement Savings Plan for Teachers (TRF MC DC) 
· Legislators’ Defined Contribution Fund (LE DC)
Other Postemployment Benefit / OPEB Fund
· Special Death Benefit Fund (SDBF)
· Retirement Medical Benefits Account Plan (RMBA) 
Custodial Fund
· Local Public Safety Pension Relief Fund (LPSPR)

For additional information regarding INPRS and the funds detailed above, please access:  http://www.in.gov/inprs/.
A copy of INPRS’s most recent Annual Comprehensive Financial Report may be reviewed at http://www.in.gov/inprs/annualreports.htm


The purpose of this RFP is to engage and collaborate with a professional organizational change management firm experienced in delivering on modern OCM frameworks. As we navigate the intricacies and shifts characteristic of transformative change, our objective is to incorporate leading OCM strategies to ensure effective transitions and bolster stakeholder engagement. Through this RFP, we are in pursuit of expertise that can guide INPRS in fully harnessing the potential of proven OCM tools, cultivating an organizational culture skilled at foreseeing, comprehending, and efficiently navigating change. We invite capable and proven vendors to put forth proposals that resonate with these pivotal organizational goals.     


As INPRS prepares for the pivotal integration of the Salesforce ServiceCloud CRM system, and potentially other Salesforce cloud offerings, the importance of a robust OCM strategy cannot be understated. By utilizing best practices in OCM, we must navigate the challenges of technological adaptation alongside human-centric considerations. The benefits of a proficiently executed OCM plan during such a transformative phase are numerous. It ensures that the CRM system is seamlessly and uniformly adopted across all departments, maximizing the technology's potential and ensuring return on investment. Central to OCM is the alignment and engagement of all stakeholders, from front-line staff to executive leadership, guaranteeing that everyone is not only well-informed but actively supports and champions the changes. This approach paves the way for an efficient transition where teams can swiftly adapt to new CRM functionalities, new and or enhanced business capabilities, new and or modified business processes, reducing the learning curve, minimizing disruptions to operations, and maximizing staff experience. Furthermore, an OCM framework provides the strategic foresight to anticipate, address, and mitigate potential challenges, ensuring a resilient transition. It also cultivates a feedback-driven environment, fostering continuous improvement and ensuring that the system and processes evolve in response to real-world needs and challenges. Through this RFP, INPRS is in pursuit of a partner experienced in OCM, one who can guide us in harnessing these advantages, ensuring our CRM integration is not merely a technological shift but a transformative advancement in our operational efficiency and service delivery.
[bookmark: _Toc149567924]1.6	Issuer
[bookmark: _heading=h.tyjcwt]INPRS is issuing this RFP in accordance with Indiana statutes governing the procurement of services and certain administrative policies of INPRS.  The staff of INPRS has prepared the content of this RFP.  One (1) copy of this RFP may be provided free of charge from INPRS, or an electronic copy may be obtained from the following website: http://www.in.gov/inprs/quoting.htm.  Additional copies are available at the rate of $0.10 per page.
[bookmark: _Toc149567925]1.7 	Definitions  
For a list of terms and their definitions used within this document See Appendix E.
[bookmark: _Toc149567926]1.8 	Contacts
[bookmark: _heading=h.1t3h5sf]Inquiries from Respondents are not to be directed to any staff or member of the Board of Trustees of INPRS, except as outlined in Section 1.11 of this RFP.  Such unauthorized communication(s) may disqualify Respondent(s) from further consideration.  INPRS reserves the right to discuss any part of any response for the purpose of clarification.  Respondents will be given equal access to any communications about the RFP between INPRS and other Respondents.
[bookmark: _Toc149567927]1.10	Intent to Bid
Respondents should submit their intent to bid by email to the address in the Inquiries section below no later than the due date outlined in the Section 1.21 of this RFP.  Provide your company name and the contact information of the primary contact responding to this RFP.
[bookmark: _Toc149567928]1.11	Inquiries about the RFP for INPRS 
All inquiries and requests for information affecting this RFP must be submitted by email to the contact below no later than due dates outlined in Section 1.21 of this RFP. 
Stanton Lanman
Director of Vendor Management and Procurement
procurements@inprs.in.gov
INPRS reserves the right to judge whether any questions should be answered in writing and copies will be posted to the INPRS website.
If it becomes necessary to revise any part of this RFP or provide additional interpretation of a provision, an addendum will be posted to the INPRS website prior to the due date for proposals.  If such addendum issuance is necessary, the Director of Vendor Management and Procurement may extend the due date and time of the proposals to accommodate such additional information requirements, if necessary.
[bookmark: _Toc149567929]1.12	Invitation to Submit Proposals
All proposals must be emailed no later than December 8, 2023, at 3:00 PM EST to procurements@inprs.in.gov.  Any proposal received after the due date will not be considered.  
[bookmark: _Toc149567930]1.13	Modification or Withdrawal of Offers
Responses to this RFP may be modified or withdrawn in writing by email if modifications are received prior to the date specified for receipt of proposals. Modification to or withdrawal of a proposal received after the date specified for receipt of proposals will not be considered.

INPRS may, at its option, allow all Respondents a five-calendar-day period to correct errors or omissions to their proposals.  Should this necessity arise, INPRS will contact each Respondent affected.  Each Respondent must submit written corrections to the proposal within five calendar days of notification.  The intent of this option is to allow proposals with only minor errors or omissions to be corrected as deemed necessary by INPRS.  Major errors or omissions, such as the failure to include prices, will not be considered by INPRS as minor errors or omissions; and may result in disqualification of the proposal from further evaluation.
[bookmark: _Toc149567931]1.14	Confidential Information
Respondents are advised that materials contained in proposals are subject to Indiana’s Access to Public Records Act (“APRA”), IC 5-14-3 et seq., and, after the contract award, the entire RFP file may be viewed and copied by any member of the public, including news agencies and competitors. The responses are deemed to be “public records” unless a specific provision of IC 5-14-3 protects it from disclosure. Respondents claiming a statutory exception to the APRA must indicate so in the Transmittal Letter.  (See Section 2.6 for instructions.)   Documents containing confidential information must be labelled as such in the filename.  The Respondent must provide a separate redacted (for public release) version of the document.
INPRS reserves the right to make determinations of confidentiality.  Any objection to INPRS’s confidentiality determination may be raised with the Indiana Public Access Counselor (PAC). The Public Access Counselor provides guidance on APRA. Respondents are encouraged to read guidance from the PAC on this topic as this is the guidance INPRS follows:
18-INF-06; Redaction of Public Procurement Documents Informal Inquiry
INPRS also reserves the right to seek the opinion of the PAC for guidance if INPRS doubts the cited exception is applicable.
[bookmark: _Toc149567932]1.15	RFP Response Costs
INPRS accepts no obligation for costs incurred by Respondents in preparation of a proposal or any other costs incurred in anticipation of being awarded a contract.
[bookmark: _Toc149567933]1.16	Proposal Life
All proposals made in response to this RFP must remain open and in effect for a period of not less than 180 days after the due date specified above.  Any proposal accepted by INPRS for the purpose of contract negotiations shall remain valid until superseded by a contract or until rejected by INPRS.
[bookmark: _Toc149567934]1.17	Taxes
INPRS is exempt from federal, state, and local taxes.  INPRS will not be responsible for any taxes levied on the Respondent as a result of any contract resulting from this RFP.
[bookmark: _Toc149567935]1.18	Secretary of State Registration
[bookmark: _heading=h.44sinio]Before an out-of-state corporate Respondent can do business with INPRS, the Respondent must be registered with the Indiana Secretary of State.  If an out-of-state corporate Respondent does not have such registration at present, the Respondent should contact:
Secretary of State of Indiana
Corporations Division
302 West Washington Street, E018
Indianapolis, IN 46204
(317) 232-6576
For the necessary registration application form, or it can be accessed via the internet at the web address   provided in Appendix B.2. It is each Respondent’s responsibility to register prior to the initiation of any contract discussions, but registration is not a requirement to submit a response.
[bookmark: _Toc149567936]1.19	Discussion Format
INPRS reserves the right to conduct discussions, either oral or written, with those Respondents determined by INPRS to be reasonably viable to be selected for award.  INPRS also reserves the right to seek clarification to resolve issues as deemed necessary by INPRS.  
[bookmark: _Toc149567937]1.20	Compliance Certification
[bookmark: _heading=h.3j2qqm3]Responses to this RFP serve as a representation that the Respondent and its principals have no current or outstanding criminal, civil, or enforcement actions initiated by the State of Indiana, and Respondent agrees that it will immediately notify INPRS of such actions should they arise.  The Respondent also certifies that neither it nor its principals are presently in arrears in payment of its taxes, permit fees, or other statutory, regulatory, or judicially required payments to the State of Indiana.  The Respondent agrees that INPRS may initiate a background check on the Respondent and/or its principals in order to confirm, at any time, that no such liabilities exist, and, if such liabilities are discovered, that INPRS may bar the Respondent from contracting with INPRS, cancel existing contracts, withhold payments to set off such obligations, and withhold further payments or purchases until the entity is current in its liability to the State of Indiana and has submitted proof of such payment to INPRS.



[bookmark: _Toc149567938]1.21	Summary of Milestones
The following is the expected timeline for this solicitation:
	[bookmark: _heading=h.4i7ojhp]ACTIVITY
	EXPECTED DATE

	Release of RFP
	October 31, 2023

	Respondent’s Inquiry Period Ends
	November 10, 2023, 3:00 P.M. (EST)

	Answers to Inquiries Published to Website
	November 29, 2023

	Submission of Intent to Respond
	December 4, 2023, 3:00 P.M. (EST)

	Respondent RFP Submissions Due

	December 8, 2023, 3:00 P.M. (EST)


	Finalist Presentations 
	January 25, 2024

	Selection of Vendor

	February 7, 2024


	Contract Negotiation
	                             February 8, 2024

	Commencement of Services
	February 26, 2024





[bookmark: _Toc149567939]Section 2 – Proposal Content Requirements
[bookmark: _Toc149567940]2.1	General Instructions
To facilitate the timely evaluation of proposals, a standard format for proposal submission has been developed and is documented in this section.  All Respondents are required to format their proposals in a manner consistent with the guidelines described below. 
A complete proposal must be submitted electronically per the guidelines in Section 1.12 of this RFP and must include the following:

· A transmittal letter (with the information in Section 2.6 of this RFP).
· A business proposal (with the information and attachments described in
Section 2.7 of this RFP).
· A fee proposal (with the information in Section 2.8 of this RFP).
· The required documents from Appendix B.

[bookmark: _Toc149567941]2.2	Vendor Qualifications and Experience
[bookmark: _heading=h.ojjqk117d6wg]INPRS acknowledges the pivotal role of Organizational Change Management (OCM) in ensuring the successful adoption of our new Salesforce CRM environment and all the business changes associated with our number customer service model. As such, we are in search of a vendor with a distinguished track record in OCM services, particularly within the scope of technology transitions.
Vendors should have significant experience in partnering with governmental or quasi-governmental entities. This familiarity guarantees that OCM strategies will be aptly tailored to our operational needs and regulatory frameworks. Equally important is the vendor's expertise with Salesforce CRM environments and changes to business capabilities and processes. We prioritize vendors that can demonstrate prior successes in delivering effective transitions to Salesforce or comparable CRM platforms and changes to business services.
The ideal vendor should not only be accomplished at the technical nuances but also excel in discerning potential transition challenges. A comprehensive approach that ensures our team is trained, supported, and culturally aligned with the change is paramount. In essence, INPRS seeks a vendor well-versed in technology and business transitions, deeply knowledgeable about Salesforce CRM, and proficient in readying organizations for transformative changes.
[bookmark: _Toc149567942]2.3	Proposed Solution
The CRM Enablement program will drive automated workflow, case management, enhanced integrations, and enhanced member/employer portal functionality.  And potentially more based on future decisions regarding additional Salesforce cloud services. 
Phase 1
· Implementation of core CRM platform including case management, workflow automation, and knowledge management capabilities 
· Integration to key INPRS systems (e.g., INPAS, ERM, IRP etc.) and strategic partners (i.e., Voya) to enable workflow automation
Phase 2
· Implement Employer Portal, integrate call center and modernize telephony solution​
· Enable Employer Content & Channel Management capabilities
· Design and Deliver Training Strategy for adoption of new Employer UI

Phase 3
· Implement personalized Member Portal​
· Enable Member self-service and omni-channel capabilities​
· Assess if Salesforce will be used as the front-end of the public website/portal and or member account access
· Design and Deliver Training Strategy for adoption of new Member UI

The purpose of the OCM program for the CRM Enablement Program is to ensure that the organization successfully manages the human and organizational aspects of change. By addressing resistance, aligning with strategic goals, maximizing user adoption, and effectively communicating, an OCM program contributes to the overall success of the implementation project and helps the organization realize the intended benefits of the new system.


The requested proposal will include the following components:

· Phase 1 CRM/Workflow RFP Implementation OCM planning and execution.
· Phase 2 Employer Portal OCM Planning
· Phase 3 Member Portal OCM Planning

In addition to the above components, it is requested that the respondents supply directional estimates for the following components. These are for informational purposes only and will not be awarded as part of the RFP but could be added as project extension at the appropriate time.

· Phase 2 Employer Portal OCM Execution Assistance
· Phase 3 Member Portal OCM Execution Assistance

INPRS seeks preliminary cost estimates for upcoming phases to inform budgetary decisions. These early estimates will guide contract extension negotiations, understanding that RFPs might be initiated for those services. However, these estimates are not binding due to the early development stage of the scope. INPRS retains the option to award contracts for Phases 2 or 3 either to current RFP responders or other vendors. They may also request vendors to update their proposals for these phases based on evolving scopes. Should INPRS find appropriate proposals, further RFPs for those phases might be deemed unnecessary.


[bookmark: _Toc149567943]2.4	Training Execution
[bookmark: _heading=h.xofeqrefl7b8][bookmark: _heading=h.lyzymr7foe1v]INPRS recognizes that adopting the Salesforce CRM system is twofold: mastering the technology and seamlessly integrating new business processes. To this end, our ideal training framework should be both comprehensive and adaptive. The selected vendor must craft a training blueprint that delves into the intricacies of the Salesforce platform, ensuring our team becomes proficient with its features. Alongside this, training sessions must be dedicated to familiarizing our staff with the revamped business processes borne from this transition.
A multi-modal training approach is paramount. From traditional lectures shedding light on conceptual changes to hands-on sessions that tackle real-world CRM scenarios and new process simulations, it is essential that every team member finds a learning pathway that resonates. Considering the phased deployment of our CRM, the training strategy should evolve in tandem. Each stage should be complemented by relevant training, equipping our team with the skills and knowledge pertinent to that phase. Continuous assessment and feedback loops will be crucial to ensure that both technological and procedural shifts are absorbed effectively.
INPRS requires that a repository be created or made available for the storage and access of all relevant training documentation. This repository, and the accompanying training documentation, must include an agreed-upon standardization of processes divided by each INPRS business unit. In summation, INPRS seeks a training strategy that not only encompasses the Salesforce CRM system but also addresses the transformative business processes, ensuring a holistic and confident transition for our organization.
[bookmark: _Toc149567944]2.5	Pricing & Fees
Vendors are expected to provide a transparent and detailed breakdown of all costs associated with the OCM services, training, and any ongoing maintenance. Given the System’s status as a quasi-governmental organization overseeing public retirement funds, INPRS places a premium on fiscal responsibility. Therefore, INPRS requests that pricing structures be clearly laid out to minimize any unforeseen expenditures.  Milestones and or work product will be reviewed and compared to business requirements prior to release of payments.
Costs should be segmented to cover initial setup, licensing, customization, training, and support services. Furthermore, any optional features or add-ons that could augment the OCM framework's capabilities should be listed separately, along with their associated costs. This will allow INPRS to make informed decisions while aligning with budgetary constraints.
INPRS is also interested in understanding the terms of payment and any financial incentives or discounts that could be available for long-term commitments or early payment. Likewise, provide details on any additional fees that may be incurred for services beyond the scope initially agreed upon, such as extensive customization or premium support levels. Vendors should be aware that no payments will be made by INPRS until all associated work has been approved as aligning with the agreed upon outputs and/or outcomes.
[bookmark: _Toc149567945]2.6	Transmittal Letter
The transmittal letter must be in the form of a letter and address the following topics:
· Identification of RFP
· The transmittal letter must first identify the RFP title and number.

· Identification of Respondent
· The transmittal letter must identify the following information:
· Respondent Name
· Street Address
· City
· State
· ZIP
· Contact Name
· Phone
· Email

· Summary of Ability and Desire to Supply the Required Services
· The transmittal letter must briefly summarize the Respondent’s ability to supply the requested services. The letter must also contain a statement indicating the Respondent’s willingness to provide the requested services subject to the terms and conditions set forth in the RFP, including INPRS’s standard contract clauses.
· Signature of Authorized Representative
· An authorized representative of the Respondent must sign the transmittal letter.  Respondent personnel signing the transmittal letter of the proposal must be legally authorized by the organization to commit the organization contractually.  This section must contain proof of such authority.  A copy of corporate bylaws or a corporate resolution adopted by the board of directors indicating this authority will fulfill this requirement.

· Confidential Information
· Respondents are advised that materials contained in proposals are subject to the Access to Public Records Act (APRA), IC 5-14-3 et seq. (See Section 1.14 of this RFP.)
· Provide the following information. If the Respondent does not provide this information, INPRS will NOT consider the submission confidential.  
· List all documents, or sections of documents, for which statutory exemption to the APRA is being claimed. 	INPRS does NOT accept blanket confidentiality exceptions for the totality of the proposal.
· Specify which statutory exception of APRA applies for each document, or section of the document. 
· Provide a description explaining the manner in which the statutory exception to the APRA applies for each document or section of the document.
· Provide a separate redacted (for public release) version of the document.
· Other Information
· Any other information the Respondent may wish to briefly summarize will be acceptable.
[bookmark: _Toc149567946]2.7	Business Proposal
The business proposal must contain the required information and be organized under the specific section titles as listed below.
· Executive Summary
· Provide a high-level description of the proposed scope of services.  
· Relevant Experience
· See Appendix C Management Proposal 
· Organizational Capability
· Describe the Respondent’s organizational capability to provide the scope of work described in Section 3 of this RFP.  To demonstrate organizational capability, provide the following:
i. Personnel 
a. See Appendix C Management Proposal
ii. Registration to do Business
a. Respondents proposing to provide services required by this RFP are required to be registered to do business within the state with the Indiana Secretary of State.  The contact information for this office may be found in Section 1.18 of this RFP.  This process must be concluded prior to contract negotiations with INPRS.  It is the Respondent’s responsibility to successfully complete the required registration with the Secretary of State.  The Respondent must indicate the status of registration, if applicable, in this section of the proposal.  

iii. Financial Statements
a. See Appendix C - Management Proposal.
iv. Appendix D Technical Response
a. Complete: Appendix D - Technical Response
v. Contract for Services
a. Appendix A.2 of this RFP is the base contract for services that will be used if an award is made.  Any or all portions of this document are incorporated by reference as an addendum to the final contract.  The Respondent is required to clearly identify and explain any exception that it desires to take to any of the terms and conditions of this RFP in this section.  Additionally, if the Respondent wishes to include or change any language in the base contract being submitted, proposed language should be included in this section in the form of an amendment to the base contract for services.  It should be noted that Appendix A.1 of this RFP includes the essential clauses that are non-negotiable.  
vi. Assumptions
a. List any assumptions made by the Respondent in developing the response to this RFP, including INPRS responsibilities. 

[bookmark: _Toc149567947]2.8	Fee Proposal Appendix F (Appendix F is a separate Excel file)
Please provide a detailed fee proposal. Fee calculations/formulas shall assume U.S. dollars.  The Services detailed in SECTION 3 – SCOPE OF SERVICES of this RFP are the basis for the proposed fees.  The proposed fees shall include all costs for providing Services to INPRS as described and shall be guaranteed through the contract term.  In no case will the final fee be higher than the fee contained in the Proposal.  

FAILURE TO SUBMIT A DETAILED FEE PROPOSAL MAY ELIMINATE A RESPONDENT’S ORGANIZATION FROM CONSIDERATION.

[bookmark: _Toc149567948]Section 3 – Scope of Services 
[bookmark: _heading=h.1pxezwc]INPRS is soliciting proposals from all qualified firms who wish to be considered as a vendor to provide Salesforce Customer Relationship Management Implementation Services. 
The objective of this RFP is to identify those respondents with the expertise, track record, and resources to provide Organizational Change Management Services.  The selected firm, upon execution of a contract shall as requested by INPRS and subject to Indiana law and policies, agree to the below minimum scope of services.
[bookmark: _Toc149567949]3.1 INPRS Completed Tasks
Recognizing the imperative nature of structured change management, INPRS has proactively undertaken preparatory efforts using the Prosci Proxima suite of tools. This groundwork provides a comprehensive framework, setting clear milestones and objectives for the change management journey. By building on this foundation, the selected OCM vendor is positioned to seamlessly integrate, optimize resources, and align efforts with INPRS's overarching goals. INPRS has created a Change Champion Team, completed the PCT, 4 P’s, and completed an individual assessment of the impacted groups. 
The vendor should articulate their approach, considering the existing groundwork by INPRS, detailing the proposed methodology and alignment strategies.
[bookmark: _Toc149567950]3.2 CRM/Workflow Implementation
The introduction of Salesforce CRM stands to be a pivotal move to elevate our workflow management processes. Success in this Organizational Change Management (OCM) initiative will be measured by the vendor's ability to seamlessly collaborate with the Salesforce implementor. This collaboration is essential to align change management strategies with the CRM’s technical nuances and operational dynamics.
A primary focus for the vendor will be fostering user adoption. To this end, tailored training sessions, strategic workshops, and a rich repository of resources should be crafted, ensuring staff transition smoothly and harness the CRM's full potential. As we move beyond the initial implementation, it's imperative for the vendor to plan for the ongoing evolution of the system. Maintenance, periodic updates, and alignment with our changing goals are critical.
An expanded vision is necessary as well. The vendor must provide a roadmap for future Salesforce CRM integration phases, especially its rollout to our key partners. This requires keen insights into partner integration, preempting challenges, and establishing efficient training strategies.
Our ideal OCM vendor will demonstrate an in-depth understanding of Salesforce CRM and its intricacies. Moreover, adaptability, a holistic approach addressing both technical and human elements, and a proven track record in tech-driven change management are sought. Proposals should not only reflect expertise in Salesforce CRM but also articulate a comprehensive strategy for its phased implementation.

[bookmark: _Toc149567951]3.2.1 Deliverables
Communication Plan: A detailed plan outlining how awareness about the change will be created and maintained. This includes key messages, target audiences, communication channels, and a schedule.
Communication Materials: Creation of communication materials such as emails, newsletters, posters, intranet content, and presentations to inform employees about the change.
Stakeholder Analysis: A report identifying key stakeholders, their level of awareness, and strategies to engage and communicate with them.
Change Champion Network: Establishment of a network of change champions or advocates who can help build desire for the change by providing support, answering questions, and promoting enthusiasm.
Resistance Management Plan: A plan for identifying and addressing resistance to change, including strategies for managing objections and addressing concerns.
Training Plan: Development of a comprehensive training plan that outlines the training needs, methodologies, materials, and schedules required for employees to acquire the necessary knowledge and skills.
Training Materials: Creation of training materials such as manuals, e-learning modules, workshops, and job aids.
Assessment Tools: Development of tools to assess employees' knowledge levels and training effectiveness.
Skill Development Workshops: Implementation of skill development workshops, coaching sessions, or on-the-job training to ensure employees have the ability to perform in the new environment.
Job Role Redesign: If applicable, documentation and communication of changes to job roles and responsibilities.
Reinforcement Plan: Development of a plan to sustain the change over the long term, including strategies for recognizing and celebrating successes, ongoing communication, and monitoring.
Metrics and Key Performance Indicators (KPIs): Establishment of metrics and KPIs to track the effectiveness of the change and its long-term sustainability.
Progress Reporting: Regular progress reports to keep stakeholders informed about the status of the OCM project, including updates on awareness levels, resistance management, training completion, and reinforcement activities.
Post-Implementation Review (PIR): Conduct a post-implementation review to assess the success of the change initiative, gather feedback, and identify lessons learned.
Documentation: Comprehensive documentation of the OCM strategy, plans, and activities, including any updates or modifications made during the project.
Lessons Learned: A report summarizing lessons learned from the OCM project, including what worked well and areas for improvement in future change initiatives.
Sustainability Plan: A plan outlining how the organization will continue to reinforce and sustain the changes beyond the initial project, ensuring that they become part of the organization's culture.
[bookmark: _Toc149567952]3.3 Employer and Member Portal Planning
Integrating Salesforce CRM into the Employer and Member Portals of a quasi-governmental entity like INPRS is a nuanced endeavor. To begin, the OCM Vendor will need to work with the INPRS team to understand the scope and workflows that will be supported by these portals. 
The efforts to implement these portals will not come until Phases 2 and 3 in the larger project. It is necessary that the OCM Vendor help INPRS develop the foundational OCM plans to effectively launch and gain acceptance of these new avenues, with employers and later with members as they interact with the INPRS systems. If successful, this project will allow the employers and members to become materially self-sufficient and will allow the INPRS staff to concentrate on true outliers and improvement of services.
[bookmark: _Toc149567953]3.3.1 Deliverables
Communication Plan: A detailed plan outlining how awareness about the change will be created and maintained. This includes key messages, target audiences, communication channels, and a schedule.
Stakeholder Analysis: A report identifying key stakeholders, their level of awareness, and strategies to engage and communicate with them.
Resistance Management Plan: A plan for identifying and addressing resistance to change, including strategies for managing objections and addressing concerns.
Training Plan: Development of a comprehensive training plan that outlines the training needs, methodologies, materials, and schedules required for employees to acquire the necessary knowledge and skills.
Reinforcement Plan: Development of a plan to sustain the change over the long term, including strategies for recognizing and celebrating successes, ongoing communication, and monitoring.
Metrics and Key Performance Indicators (KPIs): Establishment of metrics and KPIs to track the effectiveness of the change and its long-term sustainability.
Sustainability Plan: A plan outlining how the organization will continue to reinforce and sustain the changes beyond the initial project, ensuring that they become part of the organization's culture.
[bookmark: _Toc149567954]3.4 Separate RFP for Customer Relationship Management (CRM) and Workflow
· INPRS has issued a separate RFP for CRM/Workflow services, and the vendor chosen for the OCM     project will be expected to coordinate with the efforts of the CRM/Workflow team in order to provide a seamless approach regarding staff training.

[bookmark: _Toc149567955]Section 4 – Contract Award
Based on the results of this process, the qualifying proposal(s) determined to be the most advantageous to INPRS, considering all of the evaluation factors, may be selected by INPRS for contract award.  If, however, INPRS decides that no proposal is sufficiently advantageous, INPRS may take whatever further action is deemed best in its sole discretion, including making no contract award.  If, for any reason, a proposal is selected and it is not possible to consummate a contract with the Respondent, INPRS may begin contract preparation with the next qualified Respondent or determine that it does not wish to award a contract pursuant to this RFP.
INPRS reserves the right to discuss and further clarify proposals with any or all respondents.  Additionally, INPRS may reject any or all proposals received or to award, without discussions or clarifications, a contract based on proposals received.  Therefore, each proposal should contain the Respondent’s best terms from a price and technical standpoint.  
The Executive Director or his designee(s) will, in the exercise of his/her discretion, determine which proposal(s) offer the best means of servicing the interests of INPRS.  The exercise of this discretion will be final.
[bookmark: _Toc149567956]4.1	Length of Contract
The term of the contract entered into under this RFP shall be for an initial period of three (3) years, beginning from the date of final execution of contract.  There may be three (3) one (1) year renewals under the same terms and conditions at INPRS’s option up to the length of the original term.  Total contract period shall not exceed ten (10) years.  
[bookmark: _Toc149567957]4.2	Evaluation Criteria
[bookmark: _heading=h.3o7alnk]INPRS has selected a group of qualified personnel to act as an evaluation team.  The procedure for evaluating the responses against the evaluation criteria will be as follows:
· Each response will be evaluated based on the criteria listed below. 
· Based on the results of the evaluation, the Proposal or Proposals determined to be most advantageous to INPRS, considering all the evaluation factors, may be selected by INPRS for further action.
· In addition, the evaluation team will consider other factors they believe to be material for this selection.

Proposals will be evaluated based upon the proven ability of the Respondent to satisfy the requirements in an efficient, cost-effective manner, considering quality of service with minimal tolerance for error.  
Specific criteria include:
1. Fulfilling the requirements set forth in the RFP
2. Technical knowledge, skills, and other competencies of the vendor
3. Respondent qualifications
4. Quality and completeness of responses to this RFP
5. Quality of references
6. Experience and track record
7. Price (i.e. detail of fee proposal)
8. Quality of finalist presentation, if selected
9. Additional qualifying factors, as determined relevant by INPRS

References may be contacted.  It is possible that finalists will be interviewed by persons participating in the selection process.


(Intentionally Left Blank)



[bookmark: _Toc149567958]Appendix A – Sample contract for services
The following sample contract is the base contract that will be used if an award is made. It is the expectation of INPRS that the Respondent will review the sample contract and provide desired changes to INPRS at the time of submittal of a proposal.  Desired changes are unlikely to be added unless INPRS determines in its sole discretion that the performance of services under the contract is dependent upon such changes.  
If Respondent wishes to amend any term or change any language in the base contract being submitted, proposed language should be included in the business proposal in the form of an amendment to the base contract.  See paragraph 2.7 of this RFP for the applicable section of the business proposal.  For each proposed revision, the Respondent should indicate that the change is required by the Respondent in any contract resulting from this RFP and why it is required or indicate that the change is desired (but not required) by the Respondent in any contract resulting from this RFP.  
If a required change is unacceptable to INPRS, the Respondent’s proposal may be considered unacceptable.  It should be noted that Appendix A.1 of this RFP includes the essential clauses that are non-negotiable. 
DRAFT

The Respondent is required to clearly identify and explain any exception that it desires to take to any of the terms and conditions of this Solicitation in the business proposal.  The evaluation of a proposal may be negatively affected by exception taken by the Respondent to any part of this Solicitation, and INPRS reserves the right, in its sole discretion, to refuse to consider any exception that is not so identified in the Respondent’s proposal.
-  -

1


[bookmark: _Toc149567959]Appendix A.1 – ESSENTIAL CLAUSES
Essential Clauses in the System’s Sample Contract for Services

As part of the Request for Proposal (RFP) process, you are required to review the Indiana Public Retirement System’s (the “System”) sample Contract for Services and submit comments with your proposal. The following clauses are non-negotiable. If you believe that a clause will affect your risk of liability, you should adjust your bid price accordingly.

(Section 4)  Access to Records
The System will not agree to any provision eliminating this requirement or requiring the System records to be retained for less than applicable law, including Indiana’s public records retention schedule.

(Section 7)  Audit and Audit Settlement
The System is subject to audits by the Indiana State Board of Accounts. Therefore, the System will not accept any substantive modifications to the language under this Section.

(Section 11)  Compliance with Laws
The Indiana Attorney General requires this provision in all State of Indiana contracts. Contractor and its agents must abide by the ethical requirements set forth in Indiana Code, including provisions regarding the telephone solicitation of customers. As the System is subject to the jurisdiction of the State Ethics Commission and State ethics rules, the System will not agree to delete these provisions.

(Section 13)  Confidentiality of System Information
Although the System is subject to Indiana’s public records laws, many of the System records are confidential public records that cannot be disclosed. In addition, the Indiana Attorney General requires the Social Security disclosure clause in all State of Indiana contracts.

(Section 17)  Disputes
The System will not agree in advance to any binding resolution clauses, except those of the State of Indiana courts; however, the System may agree to alternative dispute resolution options, should a dispute arise.

(Section 18)  Drug-Free Workplace Certification
To ensure compliance with the Governor of Indiana’s executive order on drug-free workplaces, these provisions are required in all the System contracts. The System will not accept any modifications of the language under this Section.

(Section 23)  Governing Law
The contract must be governed by the laws of the State of Indiana, and suit, if any, must be brought in a state court of jurisdiction in the State of Indiana. As a quasi-governmental agency, the System is protected by the Eleventh Amendment of the United States Constitution, which guarantees that state governments hold sovereign immunity and are immune from federal lawsuits initiated by citizens of another state. The System will not agree to any provision that can be construed as waiving the System’s Eleventh Amendment rights.
(Section 25)  Indemnification
The System will not agree to any modification that limits Contractor’s responsibility to indemnify the System as described in this Section. The Indiana Attorney General has opined that any agreement requiring the System to indemnify Contractor is a violation of the Indiana Constitution and against public policy. In addition, the System will not agree to any modification that limits the System’s ability to recover damages or limits Contractor’s liability as described in the contract.
(Section 33)  Minority and Women’s Business Enterprise Compliance
Indiana law requires this provision in all System contracts. In the event Contractor uses a subcontractor to complete services pursuant to this contract, Contractor must visit the Indiana Department of Administration’s Web site, which contains a list of subcontractors registered as Minority Business Enterprises and/or Women’s Business Enterprises. If a subcontractor who performs services required under the contract is listed on the Web site, Contractor must give that subcontractor the opportunity to bid. If Contractor does not use a subcontractor to complete services pursuant to this contract, Contractor will be unaffected by this provision.
(Section 34)  Nondiscrimination
The Indiana Attorney General requires this provision in all State of Indiana contracts. The System will not agree to limit Contractor’s liability under this provision, nor will the System agree to substitute Contractor’s discrimination policy for the requirements under this Section.

(Section 51)  Investigations and Complaints
As part of the System’s fiduciary and due diligence obligations, this is an essential clause in the System’s contracts. The System will not accept material changes to this provision. 

Additional contract provisions to which the System will not agree:
· Any provision requiring the System to provide insurance or an indemnity;
· Any provision requiring the contract to be construed in accordance with the laws of any state other than Indiana;
· Any provision requiring suit to be brought in any state other than Indiana;
· Any mandatory dispute resolution other than the courts;
· Any provision requiring the System to pay taxes;
· Any provision requiring the System to pay penalties, liquidated damages, interest, or attorney fees;
· Any provision modifying the statute of limitations;
· Any provision relating to a time in which the System must make a claim;
· Any provision requiring payment in advance, except for rent; and 
· Any provision limiting disclosure of information in contravention of the Indiana Access to Public Records Act
Acknowledgement

We have reviewed and agree to the System’s mandatory contract provisions.

Signature: _________________________________

Name/Title:____________________________________

Company: _____________________________________

Date: ____________________________________

[bookmark: _Toc149567960]Appendix A.2 - SAMPLE CONTRACT FOR SERVICES


This CONTRACT FOR SERVICES (“Contract”) is entered into and effective as of ____________________, 20xx (“Effective Date”), by and between 					 (the “Contractor”) and the INDIANA PUBLIC RETIREMENT SYSTEM (the “System”).   
WHEREAS, the System issued a [Request for Proposal (RFP __________)/Request for Quote] on ____________, in which Contractor responded;
WHEREAS, System has determined that it is in the best interests of System, the retirement plans and funds it manages and administers and their members and beneficiaries to form an agreement with Contractor to perform services in the area of [Contract Scope];
 WHEREAS, Contractor is willing to provide such services;
NOW, THEREFORE, in consideration of those mutual undertakings and covenants, the parties agree as follows:
1. Duties of Contractor.  The Contractor shall provide the following services set forth on Attachment A, which is incorporated herein (the “Services”).

2. Consideration.  The Contractor shall be paid at the rate of ___________ for performing the duties set forth above, as set forth in Attachment B, which is incorporated herein.  Total remuneration under this Contract shall not exceed $_____________.

3. Term.  This Contract shall commence on the Effective Date and shall remain in effect through 		.   This Contract may be renewed under the same terms and conditions by mutual written agreement of the parties for up to ______(_) one-year terms.  This Contract, unless otherwise terminated, modified, or renewed in writing by the parties, will automatically renew on a month-to-month basis after the termination date for a period not to exceed six (6) months.

4.  Access to Records. The Contractor and its subcontractors, if any, shall maintain all books, documents, papers, accounting records, and other evidence pertaining to all costs incurred under this Contract.  They shall make such materials available during this Contract and for three (3) years from the date of final payment under this Contract, for inspection by the System or its authorized designees.  Copies shall be furnished at no cost to the System if requested.

5.  Assignment; Successors.  The Contractor binds its successors and assignees to all the terms and conditions of this Contract.  The Contractor shall not assign or subcontract the whole or any part of this Contract without the System’s prior written consent.  The Contractor may assign its right to receive payments to such third parties as the Contractor may desire without the prior written consent of the System, provided that Contractor gives written notice (including evidence of such assignment) to the System thirty (30) days in advance of any payment so assigned.  The assignment shall cover all unpaid amounts under this Contract and shall not be made to more than one party.

6.  Assignment of Antitrust Claims.  As part of the consideration for the award of this Contract, the Contractor assigns to the System all right, title and interest in and to any claims the Contractor now has, or may acquire, under state or federal antitrust laws relating to the products or services which are the subject of this Contract.

7.  Audit and Audit Settlement.  Contractor acknowledges that it may be required to submit to an audit of funds paid through the Contract.  Any such audit shall be conducted in accordance with IC § 5-11-1 et seq. and audit guidelines specified by INPRS.  If an error is discovered as a result of an audit performed by INPRS and Contractor, or if Contractor becomes aware of any error through any other means, Contractor shall use its best efforts to promptly correct such error or to cause the appropriate party to correct such error.

8.  Authority to Bind Contractor.  The signatory for the Contractor represents that he/she has been duly authorized to execute this Contract on behalf of the Contractor and has obtained all necessary or applicable approvals to make this Contract fully binding upon the Contractor when his/her signature is affixed, and accepted by the System.

9.  Background Investigations.  Contractor agrees to conduct or cause to have conducted a background check of any employee of Contractor or of any vendor, service provider or subcontractor of Contractor who has been or will be given access unsupervised by Contractor or System to any office, room, or floor space of the property occupied by the System.  Any such person as described in this paragraph will have passed such background check including for verification of, but not limited to:
a.	Social security trace – verification of social security number; 
b.	Criminal history, including a criminal history check for applicable states and counties of             residence for the past seven (7) years;
c.	Credit check;
d.	Prior employment verification;
e.	E-verify check;
f.	High school diploma/GED verification;
g.	A Department of Revenue tax liability check, if applicable, will be initiated.
Costs associated with these background checks shall be the sole responsibility of the Contractor.  The following reasons may be used by Contractor to determine that a person described in this paragraph did not satisfactorily pass the background check:
a.  	Discovery that the candidate provided false or inaccurate information on his or her application or resume, or during the employment interview.
b. 	 Inability to verify previous employment.
c.  	Repeated unfavorable, job-related, performance references by former employers.
d. 	Conviction of any crime involving theft, veracity, truthfulness, conversion of property, fraud, identity theft, or any non-motor vehicle traffic related felony.
e. 	A pattern of financial instability, payroll garnishments, or creditor judgments against the candidate.
The System further reserves the right to conduct a FBI criminal history report, including a fingerprint search, of any Contractor or of any vendor, service provider or subcontractor of Contractor.
10.  Changes in Work.  The Contractor shall not commence any additional work or change the scope of the work until authorized in writing by the System.  The Contractor shall make no claim for additional compensation in the absence of a prior written approval and amendment executed by all signatories hereto.  This Contract may only be amended, supplemented of modified by a written document executed in the same manner as this Contract.

11.  Compliance with Laws.  
A.  The Contractor shall comply with all applicable federal, state and local laws, rules, regulations and ordinances, and all provisions required thereby to be included herein are hereby incorporated by reference.  The enactment or modification of any applicable state or federal statute or the promulgation of rules or regulations thereunder after execution of this Contract shall be reviewed by the System and the Contractor to determine whether the provisions of this Contract require formal modification.

B. The Contractor and its agents shall abide by all ethical requirements that apply to persons who have a business relationship with the System as set forth in IC §4-2-6, et seq., IC §4-2-7, et seq., the regulations promulgated thereunder, and Executive Order 04-08, dated April 27, 2004.  If the contractor is not familiar with these ethical requirements, the Contractor should refer any questions to the Indiana State Ethics Commission, or visit the Inspector General’s website at http://www.in.gov/ig/.  If the Contractor or its agents violate any applicable ethical standards, the System may, in its sole discretion, terminate this Contract immediately upon notice to the Contractor.  In addition, the Contractor may be subject to penalties under IC § §4-2-6, 4-2-7, 35-44.1-1-4, and under any other applicable laws.

C.  The Contractor certifies by entering into this Contract that neither it nor its principal(s) is presently in arrears in payment of its taxes, permit fees or other statutory, regulatory or judicially required payments to the State of Indiana.  The Contractor agrees that any payments currently due to the State of Indiana may be withheld from payments due to the Contractor. Additionally, further work or payments may be withheld, delayed, or denied and/or this Contract suspended until the Contractor is current in its payments and has submitted proof of such payment to the System. 

D.  The Contractor warrants that it has no current, pending or outstanding criminal, civil, or enforcement actions initiated by the State of Indiana, and agrees that it will immediately notify the System of any such actions.  During the term of such actions, the Contractor agrees that the System may delay, withhold, or deny work under any supplement, amendment, change order or other contractual device issued pursuant to this Contract.

E.  If a valid dispute exists as to the Contractor’s liability or guilt in any action initiated by the State of Indiana or its agencies, and the System decides to delay, withhold, or deny work to the Contractor, the Contractor may request that it be allowed to continue, or receive work, without delay.  Any payments that the System may delay, withhold, deny, or apply under this section shall not be subject to penalty or interest, except as permitted by IC §5-17-5.

F.  The Contractor warrants that the Contractor and its subcontractors, if any, shall obtain and maintain all required permits, licenses, registrations, and approvals, and shall comply with all health, safety, and environmental statutes, rules, or regulations in the performance of work activities for the System.  Failure to do so may be deemed is a material breach of this Contract and grounds for immediate termination and denial of further work with the System. 

G.  The Contractor hereby affirms that, if it is an entity described in IC Title 23, it is properly registered and owes no outstanding reports to the Indiana Secretary of State.

H.  As required by IC §5-22-3-7: 
(1) The Contractor and any principals of the Contractor certify that: 
(A)	the Contractor, except for de minimis and nonsystematic violations, has not violated the terms of: 
(i) IC §24-4.7 [Telephone Solicitation Of Consumers];
(ii) IC §24-5-12 [Telephone Solicitations]; or 
(iii) IC §24-5-14 [Regulation of Automatic Dialing Machines]; 
       in the previous three hundred sixty-five (365) days, even if IC §24-4.7 is preempted by federal law; and 
(B)	the Contractor will not violate the terms of IC §24-4.7 for the duration of the Contract, even if IC §24-4.7 is preempted by federal law.
(2) The Contractor and any principals of the Contractor certify that an affiliate or principal of the Contractor and any agent acting on behalf of the Contractor or on behalf of an affiliate or principal of the Contractor, except for de minimis and nonsystematic violations, 
(A)	has not violated the terms of IC §24-4.7 in the previous three hundred sixty-five (365) days, even if IC §24-4.7 is preempted by federal law; and
(B) will not violate the terms of IC §24-4.7 for the duration of the Contract, even if IC §24-4.7 is preempted by federal law.


12. Condition of Payment.  All services provided by the Contractor under this Contract must be performed to the System’s reasonable satisfaction, as determined at the discretion of the undersigned System representative and in accordance with all applicable federal, state, local laws, ordinances, rules, and regulations.  The System shall not be required to pay for work found to be unsatisfactory, inconsistent with this Contract or performed in violation of and federal, state, or local statute, ordinance, rule or regulation.

13. Confidentiality of System Information.  Even though this Contract does not contemplate the sharing of confidential information with the Contractor, the Contractor understands and agrees that data, materials and information disclosed to Contractor, by or on behalf of the System or any of its members, participants, employees, customers or third-party service providers, may contain confidential and protected information under Indiana law and as described in 35 IAC 1.2-1-5; therefore, the Contractor promises and assures that data, materials, and information gathered, based upon, or disclosed to the Contractor for the purpose of this Contract, will be treated as confidential and will not be disclosed to or discussed with other parties, including subcontractors, without the prior written consent of the System. The Contractor also acknowledges that pursuant to IC §5-10.5-6-4 member records, except for names and years of service, are confidential and will not be disclosed, published, or used in any manner outside of this agreement without express consent of INPRS or the member.
The parties acknowledge that the services to be performed by Contractor for System under this Contract may require or allow access to data, materials, and information containing Social Security numbers or other personal information maintained by System in its computer system or other records. Contractor acknowledges and agrees to follow the procedures set out in IC §24-4.9 et seq. in the event of a breach of personal information or Social Security numbers.  In addition to the covenant made above in this section and pursuant to 10 IAC 5-3-1(4), Contractor and System agree to comply with the provisions of IC §4-1-10 and IC §4-1-11. If any Social Security number(s) or personal information (as defined in IC §4-1-11-3) is/are disclosed by Contractor as a result of Contractor’s error, Contractor agrees to pay all commercially reasonable costs associated with the disclosure including, but not limited to, any costs associated with distributing a notice of disclosure of a breach of the security of the system in addition to any other claims and expenses for which it is liable under the terms of the Contract.

14. Continuity of Services.
A.  The Contractor recognizes that the service(s) to be performed under this Contract are vital to the System and must be continued without interruption and that, upon Contract expiration, a successor, either the System or another contractor, may continue them.  The Contractor agrees to:
	1.  Furnish phase-in training; and
	2.  Exercise its best efforts and cooperation to effect an orderly and efficient transition to a successor.

B.  The Contractor shall, upon the System’s written notice:
	1.  Furnish phase-in, phase-out services for up to sixty (60) days after this Contract expires; and
	2.  Negotiate in good faith a plan with a successor to determine the nature and extent of phase-in, phase-out services required.  The plan shall specify a training program and a date for transferring responsibilities for each division of work described in the plan, and shall be subject to the System’s approval.  The Contractor shall provide sufficient experienced personnel during the phase-in, phase-out period to ensure that the services called for by this Contract are maintained at the required level of proficiency.

C.  The Contractor shall allow as many personnel as practicable to remain on the job to help the successor maintain the continuity and consistency of the services required by this Contract.  The Contractor also shall disclose necessary personnel records and allow the successor to conduct on-site interviews with these employees.  If selected employees are agreeable to the change, the Contractor shall release them at a mutually agreeable date and negotiate transfer of their earned fringe benefits to the successor.

D.  The Contractor shall be reimbursed for all reasonable phase-in, phase-out costs (i.e., costs incurred within the agreed period after contract expiration that result from phase-in, phase-out operations).

15. Debarment and Suspension
A.  The Contractor certifies by entering into this Contract that neither it nor its principals nor any of its subcontractors are presently debarred, suspended, proposed for debarment, declared ineligible, or voluntarily excluded from entering into this Contract by any federal agency or by any department, agency or political subdivision of the State of Indiana.  The term “principal” for purposes of this Contract means an officer, director, owner, partner, key employee or other person with primary management or supervisory responsibilities, or a person who has a critical influence on or substantive control over the operations of the Contractor.  

B.   The Contractor certifies that it has verified the state and federal suspension and debarment status for all subcontractors receiving funds under this Contract and shall be solely is solely responsible for any recoupment, penalties or costs that might arise from use of a suspended or debarred subcontractor.  The Contractor shall immediately notify the System if any subcontractor becomes debarred or suspended, and shall, at the System’s request, take all steps required by the System to terminate its contractual relationship with the subcontractor for work to be performed under this Contract.

16. Default by System.  If the System, sixty (60) days after receipt of written notice, fails to correct or cure any material breach of this Contract, then the Contractor may cancel and terminate this Contract and institute the appropriate measures to collect all monies due up to and including the date of termination.

17. Disputes.
A. Should any disputes arise with respect to this Contract, the Contractor and the System agree to act immediately to resolve such disputes.  Time is of the essence in the resolution of disputes.  

B.  The Contractor agrees that, the existence of a dispute notwithstanding, it will continue without delay to carry out all its responsibilities under this Contract that are not affected by the dispute.  Should the Contractor fail to continue to perform its responsibilities regarding all non-disputed work, without delay, any additional costs incurred by the System or the Contractor as a result of such failure to proceed shall be borne by the Contractor, and the Contractor shall make no claim against the System for such costs.

C.  The System may withhold payments on disputed items pending resolution of the dispute.  The unintentional nonpayment by the System to the Contractor of one or more invoices not in dispute in accordance with the terms of this Contract will not be cause for Contractor to terminate this Contract, and the Contractor may bring suit to collect these amounts without following the disputes procedure contained herein.

18. Drug-Free Workplace Certification.   As required by Executive Order No. 90-5, April 12, 1990, issued by the Governor of Indiana, the Contractor hereby covenants and agrees to make a good faith effort to provide and maintain a drug-free workplace.  The Contractor will give written notice to the System within ten (10) days after receiving actual notice that the Contractor, or an employee of the Contractor in the State of Indiana, has been convicted of a criminal drug violation occurring in the workplace.  False certification or violation of this certification may result in sanctions including, but not limited to, suspension of contract payments, termination of this Contract and/or debarment of contracting opportunities with the System for up to three (3) years.

In addition to the provisions of the above paragraph, if the total amount set forth in this Contract is in excess of $25,000.00, the Contractor certifies and agrees that it will provide a drug-free workplace by:

A. Publishing and providing to all of its employees a statement notifying them that the unlawful manufacture, distribution, dispensing, possession or use of a controlled substance is prohibited in the Contractor’s workplace, and specifying the actions that will be taken against employees for violations of such prohibition; 

B. Establishing a drug-free awareness program to inform its employees of (1) the dangers of drug abuse in the workplace; (2) the Contractor’s policy of maintaining a drug-free workplace; (3) any available drug counseling, rehabilitation, and employee assistance programs; and (4) the penalties that may be imposed upon an employee for drug abuse violations occurring in the workplace;

C. Notifying all employees in the statement required by subparagraph (A) above that as a condition of continued employment, the employee will (1) abide by the terms of the statement; and (2) notify the Contractor of any criminal drug statute conviction for a violation occurring in the workplace no later than five (5) days after such conviction;

D. Notifying in writing the System within ten (10) days after receiving notice from an employee under subdivision (C)(2) above, or otherwise receiving actual notice of such conviction;

E. Within thirty (30) days after receiving notice under subdivision (C)(2) above of a conviction, imposing the following sanctions or remedial measures on any employee who is convicted of drug abuse violations occurring in the workplace: (1) taking appropriate personnel action against the employee, up to and including termination; or (2) requiring such employee to satisfactorily participate in a drug abuse assistance or rehabilitation program approved for such purposes by a federal, state or local health, law enforcement, or other appropriate agency; and 

F. Making a good faith effort to maintain a drug-free workplace through the implementation of subparagraphs (A) through (E) above.

19. Employment Eligibility Verification.  As required by IC §22-5-1.7, the Contractor swears or affirms under the penalties of perjury that:

A.  The Contractor does not knowingly employ an unauthorized alien. 

B.  The Contractor shall enroll in and verify the work eligibility status of all his/her/its newly hired employees through the E-Verify program as defined in IC §22-5-1.7-3. The Contractor is not required to participate should the E-Verify program cease to exist. Additionally, the Contractor is not required to participate if the Contractor is self-employed and does not employ any employees. 

C.  The Contractor shall not knowingly employ or contract with an unauthorized alien. The Contractor shall not retain an employee or contract with a person that the Contractor subsequently learns is an unauthorized alien.

D.  The Contractor shall require his/her/its subcontractors, who perform work under this Contract, to certify to the Contractor that the subcontractor does not knowingly employ or contract with an unauthorized alien and that the subcontractor has enrolled and is participating in the E-Verify program. The Contractor agrees to maintain this certification throughout the duration of the term of a contract with a subcontractor. 

The System may terminate for default if the Contractor fails to cure a breach of this provision no later than thirty (30) days after being notified by the System.

20. Employment Option.  If the System determines that it would be in the System’s best interest to hire an employee of the Contractor, the Contractor will release the selected employee from any non-competition agreements that may be in effect.  This release will be at no cost to the System or the employee.

21. Force Majeure.  In the event that either party is unable to perform any of its obligations under this Contract or to enjoy any of its benefits because of natural disaster or decrees of governmental bodies not the fault of the affected party (hereinafter referred to as a “Force Majeure Event”), the party who has been so affected shall immediately give notice to the other party and shall do everything possible to resume performance. Upon receipt of such notice, all obligations under this contract shall be immediately suspended.  If the period of nonperformance exceeds thirty (30) days from the receipt of notice of the Force Majeure Event, the party whose ability to perform has not been so affected may, by giving written notice, terminate this Contract.

22. Funding Cancellation.  When the System’s Board of Trustees makes a written determination that funds are not appropriated or otherwise available to support continuation of performance of this Contract, this Contract shall be canceled.  A determination by the System’s Board of Trustees that funds are not appropriated or otherwise available to support continuation of performance shall be final and conclusive.

23. Governing Law.  This Contract shall be governed, construed, and enforced in accordance with the laws of the State of Indiana, without regard to its conflict of laws rules.  Suit, if any, must be brought in the State of Indiana.

24.  HIPAA Compliance.  If this Contract involves services, activities or products subject to the Health Insurance Portability and Accountability Act of 1996 (HIPAA), the Contractor covenants that it will appropriately safeguard Protected Health Information (defined in 45 CFR 160.103), and agrees that it is subject to, and shall comply with, the provisions of 45 CFR 164 Subpart E regarding use and disclosure of Protected Health Information.

25. Indemnification.  The Contractor agrees to indemnify, defend, and hold harmless the System, its agents, officers, and employees from all claims and suits including court costs, attorney’s fees, and other expenses caused by any act or omission of the Contractor and/or its subcontractors, if any, in the performance of this Contract.   The System shall not provide such indemnification to the Contractor.

26. Independent Contractor; Workers’ Compensation Insurance.  The Contractor is performing as an independent entity under this Contract.  No part of this Contract shall be construed to represent the creation of an employment, agency, partnership or joint venture agreement between the parties.  Neither party will assume liability for any injury (including death) to any persons, or damage to any property, arising out of the acts or omissions of the agents, employees or subcontractors of the other party.  The Contractor shall provide all necessary unemployment and workers’ compensation insurance for the Contractor’s employees, and shall provide the System with a Certificate of Insurance evidencing such coverage prior to starting work under this Contract.

27. Information Technology Enterprise Architecture Requirements.  Contractor shall comply with all applicable INPRS Information Technology standards, policies, and guidelines.  INPRS may terminate this contract for default for any deviation from those standards, as they exist as of the effective date of this Agreement, if the contractor fails to cure the breach of this provision within a reasonable time.

28. Use or Transfer of Software Licenses.  INPRS has the right to use the software licenses on development or test environments without additional cost.  Regarding the transfer of any Contractor’s software outside the use location, INPRS may execute the software in INPRS’s disaster recovery site without notifying the Contractor.

29. Insurance.  The Contractor shall secure and keep in force during the term of this Contract, the following insurance coverage, covering the Contractor for any and all claims of any nature which may in any manner arise out of or result from Contractor’s performance under this Contract:

A. Commercial general liability, including contractual coverage, and products or completed operations coverage (if applicable), with minimum liability limits of not less than $700,000 per person and $5,000,000 per occurrence unless additional coverage is required by the System. The System is to be named as an additional insured on a primary, non-contributory basis for any liability arising directly or indirectly under or in connection with this Contract.

1.  Automobile liability with minimum liability limits of $700,000 per person and $5,000,000 per occurrence.  The System is to be named as an additional insured on a primary, non-contributory basis.

2.  The Contractor shall provide proof of such insurance coverage by tendering to the undersigned System representative a certificate of insurance prior to the commencement of this Contract and proof of workers’ compensation coverage meeting all statutory requirements of IC §22-3-2.  In addition, proof of an “all states endorsement” covering claims occurring outside the State of Indiana is required if any of the services provided under this Contract involve work outside of Indiana.

B.   The Contractor’s insurance coverage must meet the following additional requirements:

1.  The insurer must have a certificate of authority issued by the Indiana Department of Insurance. 

2.  Any deductible or self-insured retention amount or other similar obligation under the insurance policies shall be the sole obligation of the Contractor. 

3.  The System will be defended, indemnified and held harmless to the full extent of any coverage actually secured by the Contractor in excess of the minimum requirements set forth above.  The duty to indemnify the System under this Contract shall not be limited by the insurance required in this Contract.

4.  The insurance required in this Contract, through a policy or endorsement(s), shall include a provision that the policy and endorsements may not be canceled or modified without thirty (30) days’ prior written notice to the System.

C.  Failure to provide insurance as required in this Contract may be deemed a material breach of contract entitling the System to immediately terminate this Contract. The Contractor shall furnish a certificate of insurance and all endorsements to the System before the commencement of this Contract.

30. Key Person(s).
A.   If both parties have designated that certain individual(s) are essential to the services offered, the parties agree that should such individual(s) leave their employment during the term of this Contract for whatever reason, the System shall have the right to terminate this Contract upon thirty (30) days’ prior written notice.

B.  In the event that the Contractor is an individual, that individual shall be considered a key person and, as such, essential to this Contract.  Substitution of another for the Contractor shall not be permitted without express written consent of the System.

Nothing in sections A and B, above shall be construed to prevent the Contractor from using the services of others to perform tasks ancillary to those tasks which directly require the expertise of the key person.  Examples of such ancillary tasks include secretarial, clerical, and common labor duties.  The Contractor shall, at all times, remain responsible for the performance of all necessary tasks, whether performed by a key person or others.

Key person(s) to this Contract is/are _________________________________________

31. Licensing Standards.  The Contractor and its employees and subcontractors shall comply with all applicable licensing standards, certification standards, accrediting standards and any other laws, rules or regulations governing services to be provided by the Contractor pursuant to this Contract.  The System will not pay the Contractor for any services performed when the Contractor, its employees or subcontractors are not in compliance with such applicable standards, laws, rules or regulations.  If any license, certification or accreditation expires or is revoked, or any disciplinary action is taken against an applicable license, certification, or accreditation, the Contractor agrees to notify the System immediately and the System, at its option, may immediately terminate this Contract.

32. Merger & Modification.  This Contract constitutes the entire agreement between the parties.  No understandings, agreements, or representations, oral or written, not specified within this Contract will be valid provisions of this Contract.  This Contract may not be modified, supplemented or amended, except by written agreement signed by all necessary parties.

33. Minority and Women’s Business Enterprises Compliance
To the extent that the Contractor engages any subcontractor, the Contractor agrees to comply fully with the provisions of the Contractor’s MBE/WBE participation plans, if any, and agrees to comply with all Minority and Women’s Business Enterprise statutory and administrative code requirements and obligations, including IC § 4-13-16.5 and 25 IAC 5. The Contractor further agrees to cooperate fully with the Minority and Women’s Business Enterprise division to facilitate the promotion, monitoring, and enforcement of the policies and goals of MBE/WBE program including any and all assessments, compliance reviews, and audits that may be required.

34. Nondiscrimination.  Pursuant to the Indiana Civil Rights Law, specifically including IC §22-9-1-10, and in keeping with the purposes of the federal Civil Rights Act of 1964, the Age Discrimination in Employment Act, and the Americans with Disabilities Act, the Contractor covenants that it shall not discriminate against any employee or applicant for employment relating to this Contract with respect to the hire, tenure, terms, conditions or privileges of employment or any matter directly or indirectly related to employment, because of the employee’s or applicant’s characteristic protected by federal, state, or local law (“Protected Characteristics”).  Furthermore, Contractor certifies compliance with applicable federal laws, regulations, and executive orders prohibiting discrimination based on the Protected Characteristics in the provision of services.  Breach of this paragraph may be regarded as a material breach of this Contract, but nothing in this paragraph shall be construed to imply or establish an employment relationship between the System and any applicant or employee of the Contractor or any subcontractor.

35. Notices to Parties.  Whenever any notice, statement or other communication is required under this Contract, it shall be sent by first class mail or via an established courier/delivery service to the following addresses, unless otherwise specifically advised.

A. Notices to the System shall be sent to:
Steve Russo
Executive Director
Indiana Public Retirement System
One North Capitol, Suite 001
Indianapolis, IN 46204

With a copy to: 
________________________________________

________________________________________

________________________________________

________________________________________


B.  Notices to the Contractor shall be sent to:
______________________________________

________________________________________

________________________________________

________________________________________


36. Order of Precedence; Incorporation by Reference.  Any inconsistency or ambiguity shall be resolved by giving precedence in the following order:  (1) this Contract, (2) attachments prepared by the System, (3) RFP Number __, (4) Contractor’s response to RFP number _____, and (5) attachments prepared by the Contractor.  All attachments, and all documents referred to in this paragraph, are hereby incorporated fully by reference.

37.  Ownership of Documents and Materials. All documents, records, programs, data, film, tape, articles, memoranda, and other materials not developed or licensed by the Contractor prior to execution of this Contract, but specifically developed under this Contract shall be considered “work for hire” and the Contractor transfers any ownership claim to the System and all such materials will be the property of the System.  Use of these materials, other than related to contract performance by the Contractor, without the prior written consent of the System, is prohibited.  During the performance of this Contract, the Contractor shall be responsible for any loss of or damage to these materials developed for or supplied by the System and used to develop or assist in the services provided while the materials are in the possession of the Contractor.  Any loss or damage thereto shall be restored at the Contractor’s expense.  The Contractor shall provide the System full, immediate, and unrestricted access to the work product during the term of this Contract.

38. Payments.  All payment obligations shall be made in arrears, net 30 in accordance with Indiana law and the System’s fiscal policies and procedures. See Attachment B, Fees, incorporated by reference.

39. Penalties/Interest/Attorney’s Fees.  The System will in good faith perform its required obligations hereunder and does not agree to pay any penalties, liquidated damages, interest or attorney’s fees, except as permitted by Indiana law, in part, IC  §5-17-5, IC  §34-54-8, and IC  §34-13-1.

40. Progress Reports.  The Contractor shall submit progress reports to the System upon request.  The report shall be oral, unless the System, upon receipt of the oral report, should deem it necessary to have it in written form.  The progress reports shall serve the purpose of assuring the System that work is progressing in line with the schedule, and that completion can be reasonably assured on the scheduled date.

41. Public Record.  The Contractor acknowledges that the System will not treat this Contract as containing confidential information. 

42. Renewal Option.  This Contract may be renewed under the same terms and conditions, subject to the approval of the System and Contractor. The term of the renewed contract may not be longer than the term of the original contract.

43. Severability.  The invalidity of any section, subsection, clause or provision of this Contract shall not affect the validity of the remaining sections, subsections, clauses or provisions of this Contract.

44. Substantial Performance.  This Contract shall be deemed to be substantially performed only when fully performed according to its terms and conditions and any written amendments or supplements.

45. Taxes.  The System is exempt from most state and local taxes and many federal taxes.  The System will not be responsible for any taxes levied on the Contractor as a result of this Contract.

46. Termination for Convenience.  This Contract may be terminated, in whole or in part, by the System whenever, for any reason, the System determines that such termination is in its best interest.  Termination of services shall be effected by delivery to the Contractor of a Termination Notice at least thirty (30) days prior to the termination effective date, specifying the extent to which performance of services under such termination becomes effective.  The Contractor shall be compensated for services properly rendered prior to the effective date of termination.  The System will not be liable for services performed after the effective date of termination.  The Contractor shall be compensated for services herein provided but in no case shall total payment made to the Contractor exceed the original contract price or shall any price increase be allowed on individual line items if canceled only in part prior to the original termination date.  

47. Termination for Default 
A. The System may immediately terminate this Contract in whole or in part, if the Contractor fails to:
	1.  Correct or cure any breach of this Contract; 
2.  Deliver the supplies or perform the services within the time specified in this Contract or any extension;
3.  Make progress so as to endanger performance of this Contract; or
4.  Perform any of the other provisions of this Contract.

B. If the System terminates this Contract in whole or in part, it may acquire, under the terms and in the manner the System considers appropriate, supplies or services similar to those terminated, and the Contractor will be liable to the System for any excess costs for those supplies or services.  However, the Contractor shall continue the work not terminated.

C. The System shall pay the contract price for completed supplies delivered and services accepted.  The Contractor and the System shall agree on the amount of payment for manufacturing materials delivered and accepted and for the protection and preservation of the property.  Failure to agree will be a dispute under the Disputes clause.  The System may withhold from these amounts any sum the System determines to be necessary to protect the System against loss because of outstanding liens or claims of former lien holders.

D. The rights and remedies of the System in this clause are in addition to any other rights and remedies provided by law or equity or under this Contract.

48. Travel.  No expenses for travel will be reimbursed unless specifically permitted under the scope of the services or consideration provision.  Expenditures made by the Contractor for travel will be reimbursed at the current rate paid by the System and in accordance with the System’s Travel Policies and Procedures.  

49. Waiver of Rights. No right conferred on either party under this Contract shall be deemed waived, and no breach of this Contract excused, unless such waiver is in writing and signed by the party claimed to have waived such right.  Neither the System’s review, approval or acceptance of, nor payment for, the services required under this Contract shall be construed to operate as a waiver of any rights under the Contract or of any cause of action arising out of the performance of this Contract, and the Contractor shall be and remain liable to the System in accordance with applicable law for all damages to the System caused by the Contractor’s negligent performance of any of the services furnished under this Contract.

50. Work Standards.  The Contractor shall execute its responsibilities by following and applying at all times the highest professional and technical guidelines and standards.  If the System becomes dissatisfied with the work product of or the working relationship with those individuals assigned to work on this Contract, the System may request in writing the replacement of any or all such individuals, and the Contractor shall grant such request.

51. Investigations and Complaints.  To the extent permitted by applicable law, Contractor shall promptly advise the System in writing of any extraordinary investigation, examination, complaint, disciplinary action or other proceeding relating to or affecting Contractor's ability to perform its duties under this Contract which is commenced by any of the following: (1) any Attorney General or any regulatory agency of any state of the United States; (2) any U.S. Government department or agency; or (3) any governmental agency regulating business in any country in which Contractor is doing business. Except as otherwise required by law, the System shall maintain the confidentiality of all such information until investigating entity makes the information public.

52.  Non-Collusion and Acceptance.  The undersigned attests, subject to the penalties for perjury, that the undersigned is the Contractor, or that the undersigned is the properly authorized representative, agent, member or officer of the Contractor.  Further, to the undersigned’s knowledge, neither the undersigned nor any other member, employee, representative, agent or officer of the Contractor, directly or indirectly, has entered into or been offered any sum of money or other consideration for the execution of this Contract other than that which appears upon the face hereof.
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In Witness Whereof, Contractor and the System have, through their duly authorized representatives, entered into this Contract.  The parties, having read and understand the foregoing terms of this Contract, do by their respective signatures dated below hereby agree to the terms thereof.

[Contractor]		
		
By:____________________________________	
Printed Name:____________________________	
Title:___________________________________	
Date:___________________________________

INDIANA PUBLIC RETIREMENT SYSTEM
		
By:____________________________________	
Printed Name:____________________________	
Title:___________________________________
Date:___________________________________
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ATTACHMENT A
Scope of Services

(Intentionally Left Blank)




ATTACHMENT B
Fees
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[bookmark: _Toc149567961]APPENDIX B – MANDATORY RESPONDENT FORMS

B.1	Taxpayer Identification Number Request

https://www.irs.gov/pub/irs-pdf/fw9.pdf 

B.2	Foreign Registration Statement

https://forms.in.gov/Download.aspx?id=13562 
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Company Experience
1. How many years has the company been engaged in implementing this or software similar in size to INPRS in public or private environments?  
2. Please provide a brief company history and overview.   
		
Company Organization
	Please attach an organization chart.

	

	How many employees does the company have?
	United States                        # employees

Outside the US:                     # employees


	How many employees are associated with these types of products/systems does the company have in each of the following categories?

	Customer Support:                 # employees

Installation & Training:          # employees

Product Development:           # employees

Sales, Marketing:                   # employees

	List additions and departures of key staff positions over the past three years
	

	Location of office that will serve as the primary contact during implementation
	
     




Financial Information
	Attach a copy of the Company’s audited financial statements for last two years.
	Attached   ☐  

	Provide Dun & Bradstreet number:
	#       



Previous Experience & References
As an Attachment, list four references where the contract is similar in scope to INPRS.   At least three of the references must be government organizations.  At least two of the references should be a vendor hosted solution. Provide the following information for each reference. References WILL be contacted in order for the System to evaluate the performance of the Vendor in that relationship. 
Provide: Client’s name, contact person’s name, title, telephone number and/or email address, the contract start and completion dates, and a brief description of the items provided by your firm.  Indicate whether the contract was similar in size, scope, and/or complexity as required by INPRS in this solicitation.  For each reference, indicate whether the system was hosted on premises by the client or off-site by the vendor.  These may be contacted and used as references, along with other sources that may be provided to INPRS.
Terminations 
If any, list any contracts that have been terminated before the project completion in last five years with your firm. Indicate whether contract was terminated for Default (defined as a notice to Vendor to stop performance due to non-performance or poor performance) and whether the issue was (a) not litigated; or (b) litigated and such litigation determined the Vendor to be in default.  If any, attach a description of the deficiencies in performance and describe whether and how the deficiencies were remedied.  INPRS will evaluate the information and may also at its sole discretion, reject the Vendor’s Response if the information indicates that completion of a contract resulting from this solicitation may be jeopardized by the responsibility history of this Vendor.  These may be contacted as a resource to INPRS for assessing references and responsibility.
Have you had any early Contract Terminations?   	Yes ☐              No☐     
If yes, are termination descriptions attached?  		Yes ☐              No☐     


Prime Contractor 
If your proposal includes hardware, software or services from a third-party, the Company must act as prime contractor for procurement of all proposed products and services.  Prime contractor shall be the sole point of contact for contractual issues including payment of any and all charges resulting from the purchase of the proposed hardware, software, and services.  Prime contractor must take responsibility for demonstration, delivery, installation, and acceptance testing of all items proposed.  Prime contractor must also provide maintenance, warranty and ensure third-party warranties are extended to INPRS. 
1.  Will Vendor utilize Subcontractors?   Yes ☐              No☐     
2.  If yes, attach a clear description of how you as prime contractor will direct work of all subcontractors to ensure the quality and timeliness of work performed by the Company and all subcontractors.      Attached?  Yes ☐              No☐     
If you are utilizing subcontractors (or third-party vendors), then also complete the following chart.
	Third-Party Vendor Name
	Number of Previous Partnerships with this Vendor
	Location of Previous Partnerships with this Vendor
	Description of Installed and Configured Service

	Project Management Services
	     
	     
	     

	Application Software Programs
	     
	     
	     

	Other Software
	     
	     
	     

	Training
	     
	     
	     

	Client Devices/Hardware
	     
	     
	     

	Data Base Administration
	     
	     
	     

	Networking/Infrastructure
	     
	     
	     

	Security
	     
	     
	     

	Data Conversion Development
	     
	     
	     

	External System Interfaces Development
	     
	     
	     

	Functional/Business  Analysis
	     
	     
	     

	Testing
	     
	     
	     

	Deployment
	     
	     
	     



Quality Management Approach
For both implementation and hosting of software explain your approach and methods for quality management.  For hosting explain your approach for both the software and services.
Proposed Project Approach
For implementation services attach a discussion of your proposed project approach, including a detailed project plan.
Project Organization
Provide a diagram that illustrates the Vendor’s project organization.  Include the names of key project staff and any subcontractors.  Identify all internal and external communication paths, including within the Vendor’s project staff and between the Vendor and INPRS project staff.
Project Team Matrix
Complete the matrix with the number of years of experience for each proposed team member/key staff in each subject area. 
	Team Member Name:
	Years of Experience in Project Manager:
	Years of Experience in Business Analysis
	Years of Experience Training
	Years of Experience servicing Public Sector Clients

	
	     
	     
	     
	     

	
	     
	     
	     
	     

	
	     
	     
	     
	     

	
	     
	     
	     
	     

	
	     
	     
	     
	     

	
	     
	     
	     
	     




Key Staff 
Describe the project roles and responsibilities for each key staff member and sub-contractor identified in the Project Organization diagram. 
Key Staff Assignment Priority
In responding to this RFP, Vendor warrants that any key staff members identified by the Vendor and accepted by INPRS shall be dedicated to the INPRS’s project as that person’s primary assignment for the duration of such person’s employment by the Vendor and that any change in assigned key staff is subject to prior INPRS’s approval in writing.
Project Management
Designate the Project Manager who will have overall, daily responsibility for the project.  This person will be responsible for the Vendor’s project management and coordination with INPRS.  
Provide an organizational chart that shows the Project Manager’s reporting relationships within the Vendor’s organization. The Vendor should also describe the type and level of authority vested in the Project Manager regarding coordinating the Vendor resources in support of the project.
[bookmark: _heading=h.3fwokq0]Project Manager Qualifications
The Vendor must provide detailed information regarding the designated Project Manager’s experience with projects of similar size and complexity. In addition to the information provided above, list and describe all projects performed by the Project Manager for similar work.
Implementation Plan
Provide a plan for implementation that includes tasks, deliverables, resources and timeline. Identify what tasks the vendor is responsible for and what INPRS will be responsible.










[bookmark: _Toc149567963]APPENDIX D – TECHNICAL RESPONSE

Technical Response (Questions)
1. Experience and Expertise:
a. Can you provide examples of previous OCM projects where you successfully applied a structured framework similar to ADKAR?
b. How familiar is your team with leading OCM models like ADKAR, and have they received formal training in their application?
c. Can you provide examples of previous OCM projects where the outcome included a major system modernization or system launch?

2. Assessment and Planning:
a. How do you plan to assess the current state of our organization in terms of readiness and maturity for change before implementing any specific OCM framework?
b. What methodologies or tools do you use to conduct this assessment?

3. Customization:
a. How do you tailor specific OCM frameworks to meet the unique needs and culture of our organization?
b. Can you provide examples of how you've customized such frameworks for previous clients?

4. Communication and Awareness:
a. What strategies and channels do you employ to create awareness about the upcoming change among employees and stakeholders?
b. How do you ensure that the message is effectively delivered and understood?

5. Creating Desire:
a. How do you cultivate a desire for change among employees? What strategies or techniques do you use to address resistance and build enthusiasm?
b. Can you share examples of how you've influenced employees' attitudes and motivations in previous projects?

6. Knowledge Transfer:
a. How do you facilitate the transfer of knowledge required for the change? What training methods and materials do you use?
b. How do you ensure that employees have the necessary skills and information to adapt to the change?

7. Building Ability:
a. What strategies do you employ to help employees develop the necessary skills and abilities to perform in the new environment?
b. How do you measure and track progress in terms of building these capabilities?

8. Reinforcement and Sustaining Change:
a. How do you ensure that the change is sustained over time? What mechanisms or strategies do you use for reinforcement?
b. Can you provide examples of how you've helped organizations maintain change momentum beyond the initial implementation?

9. Measurement and Evaluation:
a. How do you measure the success of OCM initiatives based on structured frameworks? What key performance indicators (KPIs) do you track?
b. Can you share examples of how your approach has led to quantifiable improvements in previous projects?

10. Team and Resources:
a. What is the composition and experience of your OCM team? Who will be the key personnel working on our project?
b. Do you have access to any specialized tools or technology that can enhance the implementation of structured OCM frameworks?

11. Project Timeline and Milestones:
a. What is your proposed timeline for implementing an OCM framework in our organization? Are there any critical milestones we should be aware of?

12. References and Case Studies:
a. Can you provide references from organizations where you've successfully applied a structured OCM framework? What were the outcomes?

13. Risk Management:
a. How do you identify, assess, and mitigate risks associated with OCM initiatives using structured models?

14. Change Management Software or Tools:
a. Do you use any specific software or tools to support change management efforts within structured OCM frameworks?

15. Communication and Reporting:
a. How do you plan to communicate progress and report on the status of the OCM project using a structured framework? How frequently will updates be provided?



[bookmark: _Toc149567964]APPENDIX E – Definitions

Data means all information, whether in oral, written, or electronic form, created by or in any way originating with INPRS, and all information that is the output of any computer processing, or other electronic manipulation, of any information that was created by or that in any way originated with INPRS, while using and configuring the Services. 
Data Breach means any actual or reasonably suspected unauthorized access to or acquisition of Encrypted Data. 
Employer Reporting and Maintenance System (ERM) is the custom software used by employers to communicate with INPRS’s INPAS software.
Employers refers to the State or a political subdivision electing to participate in an INPRS plan.
Encrypted Data means Data that that is required to be encrypted under the contract and Statement of Work. 
Indiana Pension Administration System (INPAS) is the Peoplesoft Pension software INPRS uses for administration of the pension plans.
Members refers to anyone who has been enrolled in an INPRS plan.
Security Incident means any actual or reasonably suspected unauthorized access to the contractor’s system, regardless of whether contractor is aware of a Data Breach. A Security Incident may or may not become a Data Breach. 
Service(s) means that which is provided to INPRS by contractor pursuant to this contract and the contractors obligations under the contract. 
Service Level Agreement means a written agreement between both INPRS and the contractor that is subject to the terms and conditions of this contract. Service Level Agreements should include: (1) the technical service level performance promises (i.e. metrics for performance and intervals for measure); (2) description of service quality; (3) identification of roles and responsibilities; (4) remedies, such as credits; and (5) an explanation of how remedies or credits are calculated and issued. 
Statement of Work means the written agreement between both INPRS and contractor attached to and incorporated into this contract. 
Voya is INPRS’s third party recordkeeper, which also hosts an instance of Salesforce.




[bookmark: _Toc149567965][bookmark: _MON_1760185028]Appendix F – Fee Proposal (is a separate Excel file) 


[bookmark: _Toc149567966]Appendix G - Catalog of INPRS’s processes (is a separate Excel file)
Below are examples of large, medium, and small sample processes.  



    



This Excel file contains the catalog of INPRS’s processes.
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		APPENDIX F - FEE PROPOSAL RFP 23-07



		Instructions to Vendor:

		1		Cost Summary shall be a roll-up of all subsequent Cost Detail sections.  Cost Summary shall represent the full cost of implementation and ownership over the first five years.

		2		All one-time/implementation costs shall be shown in Year One.

		3		Cost Detail sections shall include unit pricing and extensions as applicable. In case of discrepancy between the two, the unit price(s) shall govern.

		4		Cost Detail sections indicate potential cost items.  Please add additional items as needed.

		5		INPRS is exempt from federal, state, and local taxes.  Exclude any federal, state or local sales taxes.

		6		Proposer shall quote prices with freight prepaid and allowed.  Proposer shall quote prices Free On Board (FOB) Destination.

		7		All costs should be in US dollars.

		8		Please indicate payment terms



		COST SUMMARY 

		ITEM				PHASE		QUANTITY
(if applicable)		UNIT COST
(if applicable)		COST 
Year 1		COST
Year 2		COST
Year 3		COST
Year 4		COST
Year 5

		a		System Costs		Implementation				 		 

		b		Services Costs		Implementation				 

		c 		Training Costs		Implementation

		d		Maintenance Costs		Annual

		e		License Costs		Annual

		f		Other Costs		Implementation/Annual

				TOTAL						$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0





				SYSTEM COSTS DETAIL (a)

				Item		Total		Notes





				TOTAL		$   - 0





				SERVICES COSTS DETAIL (b)

				Item		Qty (if applic)		Unit Cost		Total		Notes

				Standard Services		 

				Project Management

				Installation Assistance

				Configuration

				Testing





				TOTAL		$   - 0		$   - 0		$   - 0





				TRAINING COSTS DETAIL (c)

				Detail all classes available including different levels of user training and administrator training if available.

				Item		Qty (if applic)		Unit Cost		Total		Notes

				End User Training		 

				Administrator Training





				TOTAL		$   - 0		$   - 0		$   - 0





				RECURRING COSTS DETAIL (d,e)

				If multiple options are available, please describe and provide different estimates in the table below.

				Item		Year 1		Year 2		Year 3		Year 4		Year 5		Notes						 

				Maintenance Support

				License Fees





				TOTAL		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0





				OTHER COSTS DETAIL (f)

				Please document any cost information not covered in the tables above. Please include both one-time and recurring costs.

				Item		Year 1		Year 2		Year 3		Year 4		Year 5		Notes







				TOTAL		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0



				FUTURE SERVICES COST

				Although customization of the software (code modifications), data conversion,  and interface development are not part of the Phase I implementation in the scope of 

				the RFP, these services may be required in the future.  Please provide bill-rated for each service below.

				Service		Bill Rate

				Data Conversion

				Modifications

				Integration Development





				PRICING ASSUMPTIONS AND ADDITIONAL NOTES:

				 

















				VENDOR NAME:___________________________________________________________



				AUTHORIZED SIGNATURE:________________________________________________



				PRINTED NAME:___________________________________________________



				DATE:____________________
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OCMProcessCatalog.xlsx
Manual Effort Log v2

				INPRS CRM Workflows / Manual Process Inventory 		Date: 08/18/2023

				Process Name		Process Description		High Level Process Flow with Touchpoints		Primary Area		Additional Area(s) Involved		Size (S, M, L) Based on Complexity

				Member Service Purchase (includes manual update of member service purchase status)		Members may purchase additional service credit that can be used toward the calculation of their pension benefit provided they meet certain criteria.   This procedure outlines the steps to process a service purchase transaction. 		Service purchase request is received by INPRS.  Service purchase is initiated when a member submits a request via the appropriate form.  Process isn't triggered until we receive the form.  The optional service credit purchase request worklist is triggered in INPAS, and the benefit analyst accepts the request for processing.   Business Support scans and indexes request form if mailed.  OPS selects account from worklist.  OPS creates service purchase estimate and letter.  Internal systems involved are FileNet, INPAS, and EBS.  Print estimate and letter and mail to member. Member receives service purchase estimate and letter (expires after 30 days).  Member makes payment option decision and notifies INPRS.  Response letter imaged to member account by Business Support.  OPS checks eligibility and processes request based on payment decision.  OPS sends Service Purchase Agreement (SPA) to member.  Member signs and returns SPA.  If member sends SPA with check, check is logged and sent to Finance.    Business Support images to member's account.   Finance records checks and notifies OPS.  Active Service processor reviews and approves the SPA.  Finance processes payment.   SPA expires after 90 days if no check is received.  If payment is received, Finance records check and notifies OPS.    Active Service processor before mailing letter adds the appropriate service for the member and mails purchased service added letter to member.  (Based on service purchase map 2/1/22).  Frequency:  approx. 30-40 per month.   		Benefits		MA, OQM, Finance, EA (Employer Advocate), Business Support 		L

				Disability Verification Letter 		Annual verification that Social Security disability continues.		(There is no formal written procedure).  To start the process, Benefits requests annual extract within the first week in November (January - June) or in June (July- December).  Extract is requested in 6 month increments.  Open ticket in Service Now to request extract in excel of accounts with a fund status 'Disability Retired'.  The disability verification list is located in the P Drive/Member Overpayments/Disability Verification.  Save IT extract to disability verification folder.  Review  IT extract. Prior to sending letters, determine the members who have reached age 65, age and service eligibility for regular retirement, deceased, and whom have JWF term dates and are not currently age and service eligible for regular retired.  Create a new spreadsheet for PERF/TRF with the name Disability Verification, with year, and save under the corresponding fund folder.   Do V lookup.   Create a spreadsheet: disability verification schedule. For any members who did not reply to verification request, provide list to call center 15 days prior to due date on letter.  Suspend benefits.  If no reply is received from member by the due date, the benefit is suspended approx. 30 days later prior to the monthly check run and a suspension letter is mailed to the member.  Prior to printing letters , review accounts within the month and verify that the members are not age and service eligible for regular retirement and deceased. Print letters.  Email Business Support to notify them of mail merge and approx. count of letters. Update disability  verification list when letters are returned.   Reinstate benefits.  Note accounts.  Frequency: Work a list every month.  Approx 100 per month.    Once signed DVL letter is received from member, letter is imaged in File Net and worklist triggered in INPAS (is called 'Continued Disability Verification') to allow processor to review and track completion of DVL process.    		Benefits		MA (Member Advocate), IT, Business Support, OQM audits the reinstatement		M

				Monitor benefits email boxes		There are several email boxes to be monitored each day:  Small funds, active service (separate PERF and TRF), deaths, member benefits  		Emails are received.  A staff person is assigned to monitor the email boxes.  These are managed by putting the tasks in the appropriate logs and then assigning out the work. If questions are received, member accounts are researched in appropriate systems (INPAS, IRP, ERM, Spreadsheets) and email responses are provided to the sender.  We don't think there is a written procedure.   Prioritization varies (some requests are urgent, some aren't urgent & this is dependent on the nature of the request.)  For the data entry box: updates to member demographics, ACH information/corrections based on pre-notes.  Items going to imaging box will be moved into member file net accounts.   Frequency: estimate 100-130 per week.   		Benefits		All - Small funds, active service, death team		M

				Information exchanges between Benefits and Employer Advocate team needing employer to weigh in.		Benefits Team asks Employer Advocate Team to contact employer to obtain information still needed to process a member retirement for questions about service, hire dates, termination dates, wages, LDIP, LCD, etc.		Managers also send bulk work requests (LDIPs) between one another via emailed spreadsheets.  Via group email box, Benefits asks EA Team for information.  The email is a template for retirements, active service, etc..  Once submitted, a VCC case is triggered and automated response is sent back to the requestor with assigned case numbers.  Frequency:  For 3 months from 5/1/23 through 7/31/23,  there were 4280 total requests (cases).  1342 of the  requests (cases) were for FBI and Active Service processing and 2938 requests (cases) for retirement, small plans.  1427 average cases per month.  		Benefits		EA (Employer Advocate)		M

				Status/Actions Needed on Processing Accounts (Communication between Benefits and OQM)		Communication between Benefits and OQM regarding revokes, corrections, escalated processing requests.		Lindsey said see case and task management rows in spreadsheet where this is described. Lindsey said see case and task management rows in spreadsheet where this is described.   Workflow goes into OQM worklist to be processed.  There can sometimes be manually rushed audits which also go into OQM worklist.  There could be some email communications which pertain to rush requests and revokes.  Escalations are one offs.  Communication happens via  group mailboxes.  Frequency: (1). Revoke notification emails to processors (and CC the INPRS Benefits Corrective Action mailbox) average over 150 per month and the processors are expected to reply all to the email once the correction is ready to be audited. (2). Emails sent to our shared mailbox average 70 per month and the analyst would either address the email request and reply back or forward email to another analyst (i.e. based on level of training) to address and reply back.   OQM activity on emails is an average of 220/month or 2640/year.   Including the responses, it is 440/month or 5280/year on average.   		Benefits		OQM, CC, EA, Active Service, Death Team		M

				RMD's / Members take distributions /INPRS processes the pension piece and Voya handles the RMD carve out.		Required minimum distributions (RMD's) are required by the IRS for any terminated members who have attained the RMD requirement age by Dec 31 of the current calendar year for which defined contributions (DC) remain in one of the INPRS funds, plans, or systems.   		To start this process, Voya runs jobs to capture the year end balance for all members that are of RMD age.    Members can apply via RAC for an INPRS retirement and/or a DC disbursement fulfilling their RMD. Non retired members who are terminated and meet the RMD age requirement that have not applied for retirement benefits by the March 1 deadline will be processed as a forced RMD retirement at INPRS. Voya plan management team runs a report detailing the RMD calculations for each affected member.  Voya provides a report to INPRS prior to running the initial RMD confirmations of all members potentially eligible for an RMD in that year's RMD cycle.  INPRS insures that all last day in pay entries have been provided.  INPRS researches member accounts to find those that are or are not terminated and provides info back to Voya for processing RMD payments.   Save the report from Voya in file P:Member Benefits\RMD Review folder.   Voya, INPAS, RAC systems  are involved  in processing RMD's.  Frequency:  Annually estimate we review 1000-3000.  Forced RMD retirements vary in volume but estimate 100-150.   		Benefits		Voya, Employer Advocate if ER info needed, Call Center, OQM, Finance, Active Service, Death Team, Data Entry		M

				PERF/TRF Survivor Processing		Processing survivor benefit for PERF and TRF once application is received 		The process begins when INPRS receives survivor RAC retirement app.     Once application is received along with marriage certificate, account is reviewed to confirm eligibility for survivor retirement and processing of survivor retirement.  Processing is reviewed by OQM & account noted by OQM processor.  Frequency:  is frequent, more frequent now with active and inactive deaths from PBI.   2022 calendar year = 147 PERF/TRF Survivor Ret.  or 12 per month on average. 		Benefits		Finance, OQM, Call Center (CC)		L

				Non-PERF/TRF Survivor Processing		Processing survivor benefit for non PERF and TRF once app is received 		Upon receipt of survivor application non-PERF/TRF, the steps are: calculate the member's pension benefit, calculate the survivor's basis recovery, create the payee record for the member, create the payee record for the survivor, one time payment tax elections, lump sum death benefits, note the account, update checklist, & create payee review by OQM.   Survivor in service retirement, reallocate benefits upon survivor death.   Frequency:  Infrequent. Average of 16 per year for '77 fund, Judges, PARF, C&E, and Legislators Plan.		Benefits		Finance, OQM, CC		L

				Survivor Benefit Estimate		 "Estimate Survivor Benefit /Retirement Procedure" outlines the qualification and calculation of a survivor benefit or survivor retirement		For survivor benefit estimates, email referrals are sent to the Active Service mail box by the death processors when a member dies, and the account may qualify for a survivor benefit for the beneficiary. The procedure outlines the conditions under which the member account qualifies for a survivor benefit.  For survivor retirement eligibility determination,  INPRS Legal Dept has determined that in a situation where the member receives service credit for the month in which they died, and they have a survivor (spouse or minor child) and if all the eligibility factors are met then the spouse/minor child would be eligible for survivor benefits.  Detailed steps are outlined in the procedure for survivor benefit process.   Active service staff prepare estimate letter and provide to death processor.  Death processor sends letter and requests anything additional that may be needed and makes survivor aware they will receive a letter from Voya with RAC instructions on how to complete their survivor application.  Task is opened to communicate details to Voya.   Active and inactive deaths - are doing more as we receive info from our members.  So we are doing more than we did in the past.   More timely tied to deaths since we get the death info sooner than in the past.   Frequency:   Approx 15-20 per month.   		Benefits		Death Team, Active Service,  OQM, CC, Voya		L

				Convert regular retirement to a disability retirement benefit		Process if member becomes disabled after filing for a reduced retirement benefit.		This process is triggered when a member is waiting for disability with the SSA and files for a retirement benefit. The member submits the SSA Award letter. If it is a regular retirement to disability or vice versa, direct deposit and taxes must be reviewed.  FRA (final retirement analysis) recalculation would be needed if something changed since the initial retirement was processed.  Trigger recalc checklist in INPAS & review the account for changes: service, LDIP, FAE, LCD, etc. Review previous calculation, review reports in IRP for employer provided information, recalculate the FAE in INPAS, follow the pension calc process in INPAS, follow the Create Payee process in INPAS to set up the payment schedule, create additional pay process in INPAS if a retro payment is due to the member, add notes to the account, and mail a letter to the member. If the recalculation creates an overpayment, the overpayment process is followed.  Frequency:  Infrequent.  '77 fund approx. 3-5 annually. 		Benefits		Finance, OQM, CC		M

				Convert disability retirement to a regular retirement benefit.		Process when 4.5 years or less is added to the service used in the disability calculation and makes the member eligible for a regular retirement benefit.		Member informs INPRS that their JWF benefit has ended and provides JWF paperwork.  Once received this triggers the process for a recalc from disability to regular retirement. Determination is made for when the member meets age and service requirements by adding up to 4.5 years of service due to JWF LTD terminating for full retirement (10/65, 15/60, rule of 85).  Trigger recalc checklist in INPAS, remove custom flags,  change the member status, run new FAE, run new calc with optional forms, update the payment schedule, change the custom flags, set up retro,  & note the account.   Processor sends letter to member. The account is reviewed by OQM.  OQM notes the account.  Frequency:  Occurs infrequently.  '77 fund approx. 5-10 annually. 		Benefits		OQM, CC, Finance		M

				TRF Classroom Disability Process		Process for calculation and maintenance of a classroom disability member benefit.  		If member meets all of the requirements, the member must request and submit a classroom disability benefit packet.     Additional documentation is needed: affidavit of application for classroom disability benefit, attending physician's statement for classroom disability benefit, statement of superintendent's statement for members classroom disability benefits application. These forms are required in order for us to process the benefit.  High level process is: Set up the benefit.  Calculate the benefit.  Run the calculation.  Review the calculation.  Mark calculation final.  Process account balances.  Pay the benefit.    Frequency:  very seldom.  Estimate one every couple of years. 		Benefits		OQM, CC, Finance		L

				PERF/TRF Disability Estimate Procedure		This procedure documents the steps to review all information pertinent to a disability claim and provide an estimate of the disability benefits for the member. 		The process begins with notification of Social Security Award.  Review SSWL worklist, check for disability onset date and look for disability/retirement application.  If application has been submitted, check INPAS notes to determine if application is being processed.  If it appears application is not being processed or member benefits is waiting on Soc Sec disability onset date, send email to PERF Member Benefits Mailbox notifying them onset date/award letter/disability app has been received and mark entry complete in SSWL.   If there is no disability app in house, review SS disability document in INPAS browser. Determine if disability onset date is listed and the award letter is dated within the last 12 months.  Review the account to determine if the member meets the disability eligibility requirements. If member is eligible, open the latest version of the INPAS PERF DBDC calculator or INPAS TRF DBDC calculator worksheet.   Once all applicable information has been calculated and printed, go to P:\member benefit amendments team\active members\disability letters and select the appropriate PERF/TRF disability template letter.  Enter INPAS notes for each step and update active service team master hold log.  Mail estimate letter.  Frequency:  Approx. 20 per month.  As of late July 2023,  there are 103 in house to do or in process.		Benefits		Active Service, OQM, Call Center, Imaging		L

				PERF/TRF Disability Retirement process		Process for calculation and payment of member's disability benefit. 		This process is triggered by the member submitting an application through the RAC. The Business Support Dept. does Preliminary Document Review or INPAS auto-ingestion process completes the Preliminary Document Review step. In the Final Document Review, the processor confirms the member has met disability eligibility requirements including the receipt and proper completion of documents prior to processing the retirement. The SSA onset date and/or additional SSA paperwork provided by the member must be date stamped by SSA within the past 12 calendar months. Enter onset date. Pension calculation is done.  Account Balances are processed. Create Payee is done.  Request payment schedule.  Member fund status and person checklist are updated. Once the member is disability retired, there is an annual verification process that must be done.  Frequency:  2022 calendar year = 166 PERF/TRF Disability retire.  or approx. 13 per month on average. 		Benefits		OQM, Call Center, Finance		L

				1977 Fund disability approval processing 		1977 Fund is the Police and Firefighters Fund.  This is the procedure for processing disability application and approval for '77 fund members who submitted application for Disability Benefits.		To start the application process, member must request a disability hearing at the local board level.  The employer submits all the paperwork required to INPRS.  INPRS must receive the package within 30 days of the hearing set by statute.  The disability application packet is received at INPRS by certified mail.  The packet is hand delivered to the benefit processor by the mail room staff.   Required information is added to the Master Disability Log Data Spreadsheet.  Submission is reviewed for completeness.  The required items are listed in the procedure.  If any required documents are missing, 'Disability Introduction Letter-Missing Docs' is sent to member, Chief, and Pension Secretary with a return deadline of 60 days.  If all documents are present, it goes to the INPRS Medical Authority in a secured bag by courier.   Documents are sent to imaging.  Introductory letter is sent to member and copied to Chief and Pension Secretary.  File goes to INPRS Medical Authority.  Receive back from Medical Authority.  Give file to Director of Benefits.  If additional information is needed, send letter to member requesting additional documentation.  Return from INPRS Legal where disability cover sheet is reviewed for signature and any notes.  If denied, create and save the disability denial letter.  Mail disapproval denial letter to member and others via certified mail.  If disability is approved, calculate pension in INPAS using manual calculation spreadsheet P: \77 fund\benefit processing\77 fund RTWS Calculator (select most recent version.)  Send to OQM audit.   Mail disability approval letter.   Frequency: Approx. 10-12 per month.		Benefits		Mailroom, INPRS Medical Authority, EA (Employer Advocate Team), Legal, OQM, Finance, Director of Benefits/Benefits Manager		L

				PARF disability processing 		This process describes the review portion and processing of the PARF Disability benefit.		Member submits DOB verification document, a written certification by licensed and practicing physician, and the PARF disability form. Upon receipt of required documentation, it is forwarded to the INPRS Medical Authority for review.  Once final determination is made by the Medical Authority, INPRS will notify the member by certified mail of approval or denial.  If approved, is processed as disability retirement in terms of steps to complete. See PARF retirement processing: FDR, Pension Calc, Acct balances, Create Payee, Audit. If denied, member can appeal. Frequency: Very seldom.  Less than 1 per year.  We have had 2 in the last 5 years. 		Benefits		Medical Authority, Legal, OQM, Finance		L

				JRS (Judges) disability processing 		Process to determine eligibility for Judges' (JRS) disability retirement and processing disability retirement  		  Member submits DOB verification document, a written certification by  licensed and practicing physician, and the JRS disability form. Upon receipt of required documentation, it is forwarded to the INPRS Medical Authority for review.  Once final determination is made by the Medical Authority, INPRS will notify the member by certified mail of approval or denial.  If approved, is processed as disability retirement in terms of steps to complete. See JRS retirement processing.  High level steps are: FDR, Pension Calc, Account Balances, Create Payee, Audit. If denied, member can appeal.   Frequency:  rare.  Have had 1 since January 2021.		Benefits		OQM, INPRS Medical Authority,  Legal, Finance		L

				1977 Fund retirement processing 		 Processing a retirement for the 1977 Police and Fire Fund.		Submit application via RAC.  Complete preliminary document review, final document review steps for needed forms, information, service, eligibility etc..  Calculate the pension in INPAS.  Verify certified salary in IRP/ERM.  Assign the plan beneficiary.  Start the pension calculations in INPAS: run final calculations, update custom flags, request consolidated earnings, review results, determine severance pay amount, define final calculation, review calculation results, note account, complete create payee process, complete account balances process, send to audit, and complete audit of account.  Once approved, will follow pension disbursement process in Finance.  Spreadsheets may be used for pension calculations and retro calculations.  Frequency: Approx. 30-50 per month.  Average for the year was 45-50 per month.   		Benefits		Finance, OQM, EA		L

				PARF retirement processing 		.This process describes processing a retirement for the Prosecuting Attorney's Retirement Fund.		Submit application through the RAC.   Manual prelim is completed.  Review the account and documents to ensure all have been received. Contact the member for missing information (final document review process). Start the pension calculations: identify consolidated earnings with PERF, then PARF, then run the estimated calculation with PERF then PARF, then If processing a retirement for a PARF member with a PERF-PARF offset, perform the final calculation with a benefit override using the result of the manual calculation of the PARF benefit minus the PERF benefit.  Excel spreadsheets may be used to get calculations. Assign the beneficiary, update custom flags, request consolidated earnings for FAE, verify annual salary in spreadsheet, define the final calculation, run and review the calculation, create the payee (set up the payment schedule), complete the account balances process, account is sent to audit. Once approved, will follow pension disbursement process in Finance.  Spreadsheets may be used for pension calculations and retro calculations. INPAS.  Frequency:  Infrequent.   Approx 20 per year.		Benefits		Finance, OQM, EA, Call Center		L

				Judges (JRS) retirement processing 		This process describes processing a retirement for the Judges Retirement Fund		Submit application through the RAC. Manual prelim is completed. Review the account and documents to ensure all have been received. Contact the member for any missing information (final document review process).  Assign the plan beneficiary.  Start the pension calculations in INPAS.  Run final calculations: update custom flags, request consolidated earnings, review results, determine severance pay amount, define final calculation, review calculation results, note account, complete create payee process, complete account balances process, note account, send to audit, & complete audit of account.  Once approved, will follow pension disbursement process in Finance.  Spreadsheets may be used for pension calculations and retro calculations.    Frequency: Infrequent.  Estimate less than 10 per year.		Benefits		Finance, OQM, CC, EA		L

				C & E Retirement processing (EG&C) 		Process for retirement from Excise, Gaming, & Conservation Officers Retirement Fund.   		RAC app is received.  Manual prelim is completed.   Review the account and documents to ensure all has been received. Contact the member for any missing information (final document review process).   Assign the plan beneficiary.  Start the pension calculations in INPAS: run final calculations: update custom flags, request consolidated earnings, review results, determine severance pay amount, define final calculation, review calculation results, note account, complete create payee process, complete account balances process, note account, send to audit, & complete audit of account.   Once approved, will follow pension disbursement process in finance.   Frequency:  Infrequent.  Estimate 12 per year on average. 		Benefits		EA, CC, OQM, Finance		L

				Base COLA & SRA COLA in lieu of 13th Check		Processing a cost of living adjustment.  Base COLA refers to COLA benefit payments funded by the applicable benefit plan.   SRA COLA refers to COLA benefit payments funded by a supplemental reserve account. 		To trigger COLA process, state legislators must annually pass legislation about whether a benefit or pension increase in the form of a COLA or supplemental payment is granted.   After legislation passes and a new COLA has  been awarded to a group of payees, operations management plans the timeline for processing.  It is very important to use the correct earning code so that when the benefit is paid out, it is funded from the correct source.   COLA process is initiated  and COLA is calculated.  Before processing the COLA in production, COLA report only must be ran and review the results to insure it functions correctly.  Calculate the COLA in production.  COLA benefit payments may be funded by the applicable benefit plan or by the supplemental reserve account.   COLA corrections are done for missed payees.  COLA plus PERF/TRF social security integration.  Retro COLA for new payees.  All of the reports that the processor executes for the COLA procedure are reviewed by the processor.  The review and audit of these reports and data is done by OQM.  OQM reviews the list of members and notifies Benefits management of accounts requiring further research and issue resolution.  OQM is notified and confirms the corrections processed in the COLA actual run.  COLA batch process increases monthly payments to the affected group of payees.  No letter is sent informing member.  Communications Dept. may send some kind of communication to inform members of a COLA.  Frequency: as required per legislation.		Benefits		IT, OQM, CC, Communications (depending on if or how they inform the members).		M

				1977 Fund Student Verification Letters		Process for confirmation of full time student status (1977 Fund student/child survivor) .		At the beginning of each month, the process begins when 'Beneficiary Report' is ran to identify those who have an imminently approaching payment stop date.  Letters are sent to payees requesting student confirmation and giving the scheduled payment stop date as the deadline to submit documentation to INPRS offices.   When student confirmation forms are received, the payees information in INPAS must be updated. Log each student confirmation form received as a new row on the first tab in 'Survivor Log'. Update benefits for student survivor payees. Review the student confirmation forms. Update future benefit end date for active child survivor payees. Restart benefit payments for inactive child survivor payees. Collect any overpayments. Update beneficiary information for disabled adult child survivors & recalculate the payees benefit amount.  Frequency:  Monthly process.  Currently (in July 2023) we have approx. 40 active students. 		Benefits		CC (Call Center), OQM, mailroom, imaging.		M

				COLA 77 Fund		Process for increasing member and/or survivor benefits associated with an increase in the consumer price index. 		Pursuant to IC 36-8-8-15, which covers the 1977 fund, each year the INPRS board determines whether there has been an increase in the consumer price index (CPI).  Beginning on July 1 of the year after member benefits start, monthly retirement benefits for members and survivors are increased by the percentage of increase in the CPI but not by more than 3%.  When a new COLA has  been awarded to a group of payees, the steps are: Operations management plans the timeline for processing.   COLA process is initiated  and COLA is calculated. Before processing the COLA in production, COLA report only must be ran and review the results to insure it functions correctly.  Calculate the COLA in production.  COLA benefit payments may be funded by the applicable benefit plan or by the supplemental reserve account.    It is very important to use the correct earnings code so that when the benefit is paid out, it is funded from the correct source. COLA corrections are done for missed payees.  COLA plus PERF/TRF social security integration.  Retro COLA for new payees.  All of the reports that the processor executes for the COLA procedure are reviewed by the processor.  The review and audit of these reports and data is done by OQM.  OQM reviews the list of members and notifies Benefits Management of accounts requiring further research and issue resolution.  OQM is notified and confirms the corrections processed in the COLA Actual run.  COLA batch process increases monthly payments to the affected group of payees.  Frequency:  Annually the INPRS board determines whether there has been an increase in the consumer price index. 		Benefits		IT, OQM, CC, Communications (depending on if or how they inform the members)		M

				Disability return to service 		Process for changing a member from disability retirement status to active status.   		When the member returns to service from disability, call center or EA Team notifies Benefits and the employer updates ERM to reflect the return.   The high level process is:  Start the disability return to service by reviewing employment history & any SSA paperwork received.   Processor will suspend/stop benefit as applicable, update pension status for the pension payee and process overpayment if applicable, note the account and communicate to OQM to complete audit.  Frequency:  Occurs seldom.  Estimate 10-12 per year.		Benefits		OQM, EA, CC		L

				Governor and Surviving Spouse Benefits Processing (GSSP)		Process for paying retirement benefits to the Governor and applicable benefits to the Governor's spouse.		Policy/procedure describes eligibility for GSSP.   If eligible, the claim for retirement benefit is made to INPRS  by the governor or a person acting on behalf of the governor using the Application for Retirement, Survivor Benefits, or Survivor Change (State Form 57036).    At a high level the process is:  Enroll the Governor in INPAS.  Update dependent/beneficiary.  Assign plan beneficiary in INPAS.  Run pension calc.  Review calc results.  Mark calc final.  Create payee.  Identify pension status.  Create manual schedule.  Add Governor's spouse to INPAS.  Process the Governor's retirement benefit.  Process the Governor's death.  Process the survivor benefit.   Frequency: Maybe 5 based on existing governors.  Depending on the circumstance, it is processed as an initial retirement or survivor retirement. 		Benefits		OQM		L

				Beneficiary designation 1977 Fund 		This process describes how 1977 Fund beneficiaries are designated based on whether or not the member isn't married, doesn't have dependent children or parents.		This process is triggered by the member printing, filling out, and sending state form 54276. The form is completed, signed, and dated and returned to INPRS via fax or mail.   It can also be emailed and call center has to forward to Imaging.  Once received, the form is imaged by Business Support and processed by entering data into INPAS.   Frequency:  Volume spikes in early-to-mid Fall after 1977 Fund member statements are mailed.  Volume is consistent & low throughout the year @ approx. 15 per month until the statements go out at which time the volume can spike for a couple of weeks.   		Benefits		Imaging, Data Entry, Call Center 		S

				Changes to insurance benefits and deductions 1977 fund		Changes to insurance benefits and deductions 1977 fund		 The forms for benefit deductions are available on the '77 fund member forms page of the INPRS website.  Members submit the deduction forms.  Effective July 2018 a member will not be able to deduct pledges or contributions to charitable or non profit organizations.  However, after retirement, the member is allowed to make deductions from the monthly retirement benefit to pay insurance premiums or labor organization dues.  Allowable insurance premiums include only those for life, medical ,surgical, hospitalization, dental , vision, long term care, or Medicare supplemental coverage.  The only insurance eligible for this deduction is insurance provided by the employer.  Survivors may also make these deductions.   Once forms are received they are imaged into file net and deduction workflow is triggered in INPAS.  Benefits processor updates insurance deduction in INPAS which loads into the monthly extract so member's monthly payment is paid accordingly.  Frequency:  Estimate 12-15 per month.		Benefits		OQM, Finance 		M

				Date of birth affidavit form process		The date of birth affidavit is a sworn statement that confirms date of birth required as proof of age. 		The affidavit could be sent by death processing (survivor) and could be sent out in initial benefit set up in retirement processing.  Form must be filled out, printed, notarized, signed, dated by member and then mailed back to INPRS. This document is used for age verification in the retirement process.  When form is received it is imaged and triggers a data change in INPAS.  Data entry processes it.  Frequency:  Seldom.  Estimate 10 per year.  Often we are able to verify DOB using Accurint. 		Benefits		Business Support, possibly Death Team and CC depending on circumstances that brought the need for the form.  		S

				Change your beneficiary (GSSP)		Survivor change (GSSP) form to add new spouse, remove spouse due to death, remove spouse due to divorce, correct existing spouse information. 		The governor's spouse is entered into INPAS at the time the governor is added to the database. If a spouse is not added at that time, for whatever reason, the form 57036 "Application for Retirement, Survivor Benefits, or Survivor Change" can be completed to add or change the spouse.                                                                                                                                                             Once the member is enrolled in INPAS, navigate to Employee/Dependent Information then Update Dependent/Beneficiary.  If no dependent exists, populate all required field on name, address, personal profile tabs.    See Governor and Surviving Spouse's Pension Plan (GSSP) Policy and Procedure for details.   Application receipt triggers workflow to Business Support. Goes directly to Business Support (data entry) to update.      Frequency: We haven't had any of these yet.                                                                                      		Benefits		Business Support		S

				Direct deposit waiver 		A member or beneficiary who is unable to have payments deposited by direct deposit can request a waiver of the requirement of direct deposit		The process begins with the member or beneficiary filling out waiver form & stating the reason for requesting the waiver and signing form ("Request for Waiver of Direct Deposit" state form  53974.)  The form is sent to the member or POA.  The completed form is returned to INPRS.  The applicant must select if the waiver is to apply to member benefits and/or survivor benefits.  The applicant must select the applicable fund/plan/system.  The procedure document details the conditions under which a waiver will be granted.  The form is reviewed for completeness and approved by the Benefits Manager or designee.  If there is missing information, a Member Advocate Team member will be asked to contact member or beneficiary and the account will be noted that additional information is needed.   Payment continues as is until the completed document is returned and approved.    Depends on whether it is new benefit or if benefit already exists.  For new retirements this is done internally, but if it is a change to a current payee retirement, information is emailed to Finance to do the change in SSC.  Frequency:  Infrequent.  Estimate 5 per year.  This is greatly reduced from what it used to be before Stored Value Cards. 		Benefits		OQM, Finance, Voya		M

				Service Credit Buy Back		How to process a service credit buy back (also called  reinstatement of service) for a member who is returning to one of the covered plans.       		Buy back is triggered when a fund member who has taken a refund of their contributions, in accordance with the fund regulations for such disbursement, returns to service in a position covered by the fund & the member may buy back the previously withdrawn service by paying the fund all amounts previously withdrawn as set forth in the fund regulations.  Only 4 "pension only" plans offer buy back: 1977 Fund Police and Firefighter's Pension and Disability Fund; EG&C Excise, Gaming, and Conservation Retirement Plan; JRS Judges Retirement System; PARF Prosecuting Attorney's Retirement Fund.   The high level steps are  1. Calculate service buy back.  2.  Process service buy back in INPAS.  3.  Determine annual DC limits. The amount of contributions that may be made annually to a qualified defined contribution plan by or on behalf of a participant are limited by IRC.   Frequency:  Estimate 15-20 per year. 		Benefits		OQM		M

				Mental Health Review Panel (MHRP) Disability Review and Decision		This procedure applies to the 1977 fund members who have been granted disability status and are required to have a 1st review or a 2nd review of their status.  These reviews are in two year intervals and require review by the Mental Health Review Panel. 		The process begins when application for disability benefits state form 10564 is received  from member at INPRS with supporting documentation.  Initial Disability Determination is done. The Benefits Processor reviews the application for completion.  Determination of mental disability is made by the INPRS Medical Authority.  If it is determined there is a mental component to the disability, then the MHRP process starts 2 years after the initial determination. Letter is sent certified mail and states the member must provide current medical documentation to verify treatment and diagnosis for the mental health component of the disability designation.    Members review and respond with updated medical documentation. Member has 60 days to respond.   If the member responds in 60 days, the updated materials are sent to the MHRP for review and response.   If member fails to respond in 60 days, the member is notified that the benefits are suspended until the requested documents are received.  Panel members are sent an email to review the documents.  INPAS FileNet is updated with scans of documents received or created with each action.  INPAS notes are updated.  MHRP emails Director of Benefits when they complete a review with the response of approved, disapproved, or additional documentation required.  They complete the decision form which is loaded within each folder per account in Teams. If the MHRP panel approves, the disability benefit continues and the letter is sent out. If disability status is denied, the Benefits processor initiates the appropriate letter, file net is updated, INPAS notes are updated, & disability benefits stop.  If disability status is on hold (pending additional documentation) the benefits processor initiates the appropriate letter.  INPAS FileNet is updated.  INPAS notes are updated with each action.  The member is given 60 days to provide the requested documents.  If documents are not provided the application is rejected and appropriate letter is sent .  Disability benefits stop.  Second review is 2 years after the first review.  This is the last disability review the member will have.  The member will be deemed able to work or permanently disabled.  Frequency:  Happens consistently, but is low volume.  Benefits estimates there can be typically 4-5 new reviews per month. 		Benefits		Legal, Non-PERF Processors, Imaging, INPRS Medical Authority, MHRP. 		L

				Returned Mail Procedure		Procedure that explains how mail returned to INPRS is handled.  Information on how returned mail is processed by Voya is contained in Voya Admin Doc - Returned Mail Process.  		The trigger is when mail is returned.  Returned mail pieces can be a variety of items, but mostly are from correspondence going out to members. The procedure describes how the mail room deals with returned mail when working on site & when working remotely.  Item owner may be determined and item returned to INPRS item owner.  Procedure also describes Voya process for items mailed to Voya in error or if a document received by Voya needs an INPRS response.  Business Support opens the item.  Normally the initials of INPRS person (the sender) is at bottom of document. If not, then Business Support looks in INPAS notes to look for recent actions on the member account to see if it can be determined who sent the letter based on the recent actions recorded in the member's notes.  For remote staff, Business Support then would email or scan to inform sender that we received the returned mail.  If staff person (the sender) works in the office, Business Support hand delivers the returned mail to the sender.  Frequency: Estimate 20 per week.  Volume can increase if there are large mailings that are  returned for some reason.   		Benefits		Business Support, Sender could be HR, Finance, or other areas outside of Benefits.  		S

				Line of Duty Death Procedure  		The process for application for and processing of line of duty deaths. 		The high level steps are (1.) spouse submits application and/or unit submits information.  (2.) review the submitted application. (3). Process the claim.   Information is provided to Finance to provide the check.  Benefits asks the unit who to send the check to.  Then they mail the check.  Frequency:  Infrequent.  Estimate 10-12 per year. 		Benefits		Finance		L

				Prelims		Preliminary document review is the first step in retirement processing.  		Most manual prelims are no longer needed due to the RAC.  Most that are needed are due to ingestion issues or are small funds. Preliminary document review is the process for verifying the receipt and proper completion of documents prior to processing the retirement application.   Processing also includes updates to member demographics including marital status and beneficiaries.  See Preliminary Doc Review Manual.  Frequency: less frequent than in the past due to auto ingestion.  Estimate 20-25 per month.    		Benefits		Data Entry (Business Support).		M

				Death in Service 		This process is to identify if a survivor is eligible for a benefit when a member passed away prior to retiring		The Death Team (FBI) starts this and Retirements Team takes it from there.  Email referrals are sent to Active Service from death processor when a member dies, and the account may qualify for a benefit for the survivor of the member. Determine eligibility for the benefit by reviewing qualifying factors and documents.  This is where the Death Team submits a task to Voya to allow RAC access if a pension is due based on findings from Active Service.  Account is then handed off to Retirements.  Enter information in PERF or TRF COLA worksheet, request process in INPAS, review consolidation results in INPAS,  review IRP for service and enter in INPAS, enter relevant information into worksheet from INPAS to get estimate.  Send estimate to death processing team via email.  Send docs to imaging.  Once the eligibility is determined, the survivor is mailed the estimate.  Once the application is received, the member's account is retired then the survivor account is immediately processed.  These processes are listed under regular retirement and survivor retirement.  The estimate and letter will include information that Voya will be in contact with information on how to apply through the RAC.  Frequency:  Estimate 25-30 per month.   Can happen daily.  Now includes inactive and active account deaths.   		Benefits		Voya, Finance, Active Service, CC, OQM		L

				Beneficiary Report and Review Procedure (PERF/TRF/1977 Fund)		This procedure is to run a beneficiary report (query) in INPAS for PF77 (1977 Fund), PERF/TRF survivors, survivor children or minor survivor children and review it.  		The report is ran monthly in small funds area to verify continued eligibility for PF77 fund student survivors as well as ensuring PERF/TRF beneficiaries have future end dates in INPAS based on when benefits are scheduled to cease. The high level steps are: (1.) Create/access the Beneficiary Report. The output is the population for review of PF77 continued eligibility or verification that a future stop date has been entered in INPAS & PERF/TRF beneficiary or minor beneficiary to prevent the occurrence of overpayments. (2.)  Benefits Management or processor reviews report results to confirm  all beneficiaries listed with Certain Only Installment or Joint & Survivor Annuity have future end dates listed in INPAS based when reaching the 5 year benefits limit.  If benefit stop date does not exist, review INPAS notes, signed benefit agreement letter in FileNet, etc..  Review is completed to ensure there is a future end date listed in INPAS.  Monthly file is saved.  Review Basis Recovery information in INPAS for any account due a letter for current month.  Supervisor or processor generates and mails a 5 year certain benefit termination letter to the beneficiary 2 months in advance of their remaining 5 years payments/when their survivor benefits cease.   The letter lists the last expected monthly benefit payment the beneficiary can anticipate.  Copy of letter is sent to FileNet and account is noted.   Frequency:  Monthly. 		Benefits		Benefits 		M

				Business Support Mailbox		There is no written procedure for these mailboxes.  		There is the data entry mailbox and the imaging mailbox.   For the data entry box, updates are to member demographics & ACH information/corrections based on pre-notes.  Items going to imaging mailbox will be moved into member file net accounts.  Yvonne said for business support these are emailed requests for tasks that then fall into those procedures depending on the request. Frequency: We use these mailboxes daily.  Estimate for imaging mailbox  40-50 per day.  Estimate for data entry box 15-25 per day.		Benefits		Business Support		M

				13th check processing.		"13th checks" are supplemental payments that may be made to eligible retired members, survivors, and beneficiaries.   This isn't automatic.  The General Assembly must pass legislation in order to grant a 13th check. 		The process is triggered if state legislators decide to grant a "13th check" to designated funds.   The process flow is:  (1). 13th check legislation is passed.  (2).  Operations communicates the actual run date to benefit processors via email.  (3).  Operations will run the trial 13th check process in INPAS.  (4).  Operations will process the actual 13th check in INPAS. The steps are:  Initiate the 13th check process.  Process the 13th check.    Monitor the progress of the process.  Review the output from the process.   After running the 13th check process successfully, the member's Create Additional Pay screen is updated to reflect the new supplemental payment.   Benefit's processor saves the report run, notifies appropriate reviewers, & sends notification emails.  Then the Additional Pay Record is transmitted to the record keeper as part of the payment file.   OQM audits and responds to Benefits with potential problem accounts.   Actual run is done with completed corrections.  OQM is notified and confirms the corrections processed in the 13th check actual run.  Frequency:  Once a year at most.		Benefits		OQM		M

				 Reinstatement of Benefits 		When ACH rejects occur and payments are suspended, after member responds,  reinstatement of benefits occurs with ACH being updated in INPRS's 3rd party vendor data base.  		Reinstatements could be due to DVLs (disability verification letters), ACH rejects, and inaccurate death data.    Designated processor researches the INPRS 3rd party vendor for benefits for most recent payment date received, analyzes monthly payment dates for associated fund, and determines the retro amount due.  Payee's benefit is reinstated in INPAS.  Go to Request payment schedule which then directs processor to the identify pension status screen.  Select pension status identical to the most recent active pension status.  INPAS automatically populates the current date as the effective date which is accurate.  Save.  Update the INPAS request payment schedule by adding a row to the payment information section. INPAS automatically populates the current date as the effective date which is accurate.  Update the payment status to active.  Save.  Frequency: Estimate 100 per month. 		Benefits		Call Center (DVL), Finance & Voya (ACH), OQM		L

				Service Transfers (PERF/TRF)		This procedure is instruction for transferring service credit and pension funds between PERF hybrid and TRF hybrid.		The member makes an election from which fund to retire on the retirement application and applies for benefits from that fund.  Process is triggered when member's retirement benefit is being processed and the member has service credit and/or contributions in both PERF Hybrid and TRF Hybrid and the accounts need to be combined.  High level the process is: Request service transfer.  Process request in INPAS.  Active Service staff verifies service credit.  Sometimes employers have to be asked questions.  Processor researches member accounts in ERM/Looker to determine if the member has service credit that needs to be transferred. OQM audit.  Correction of service (determine what service dates need to be removed due to overlap and various service rules or added due to various service rules).  Service verification for accounts not found in ERM/Looker.  Complete the account and transfer paperwork.   Process transfer.  Notify Retirements that the transfer has been completed.  Note INPAS.    Frequency:   Estimate 45 per month if service is good.    		Benefits		OQM, EA		M

				Age 52 Recalcs (class 1,2,3 1977 fund)                                                             		 Process for determining which 1977 fund members are in disability retirement status, are turning age 52, and may be eligible for a supplemental benefit or recalculation of their retirement benefits.		Process is triggered by running INPAS query (report) to determine 1977 Fund members who are in disability retirement status and are turning age 52.  Using the report, review the current benefit for the relevant members on the report.  Determine the member's class of disability.  Find the current benefit.  Navigate to the request payment schedule.   COLA increase calculation: if the member's benefit is recalculated during the month preceding a COLA increase, the new COLA amount should be calculated based on the new full monthly benefit amount.  Recalculate the Benefit.  For class 1 and 2 disability retired members, determine whether the member is due a supplemental taxable benefit.    Update pension status.  Submit to OQM audit.  Note changes/results in INPAS.  Send letter to member.   Frequency:  Estimate approx. 5 per month on average. 		Benefits		OQM, Finance		M

				Deferred Retirement Option Plan (DROP)                                                      		Deferred Retirement Option Plan (DROP) is an optional retirement benefit unique to the 1977 fund and CAEP/EG&C Plan.   This process describes how to enroll a member in the DROP program.  DROP allows an eligible employee to choose a future retirement date and then continue earning a salary while accumulating a cash nest egg that is payable upon retirement.    		Process is triggered when a qualified member of the '77 fund or CAEP/EG&C plan completes a DROP enrollment form and submits it to INPRS. DROP enrollment workflow triggered.     Calculate DROP enrollment.  Enroll the member in DROP (via INPAS DROP enrollment screen in INPAS).  DROP maintenance is performed at the time of retirement.  There is no automatic system triggers or worklists for DROP Maintenance, therefore it is critical that the benefits analyst always manually check for a DROP enrollment when processing a PF77 fund or CAEP/EG&C retirement.  Member will submit a DROP retirement application via paper at which point DROP retirement workflow is triggered in INPAS.  Calculate DROP retirement.  DROP payment: the DROP payment section auto populates when the DROP exit reason is selected as retire.  Lump sum payment.   Disability DROP: (after an eligible member has been approved for disability retirement benefits, the member must make an election for payment of their DROP benefit on state form 57188.    Survivor DROP: survivors of '77 fund and EG&C members who were enrolled in DROP at the time of death are entitled to receive their survivor benefit in addition to a modified lump sum if certain criteria are met.     Frequency:  Approx 25 enrollments per month & approx. 25 DROP retirements per month.   		Benefits		OQM, CC, EA, Finance		L

				PERF/TRF Retirement Application Processing - Hybrid and My Choice  Includes Millie Morgan, Elected official retirement, Soc Sec Integration (SSI), and FRAs		Process for calculation and payment of member's retirement.  		Process is triggered by receipt of retirement app submitted through the RAC.  The process includes:  RAC auto ingestion, otherwise manual preliminary document review, determine if service credit transfer needs triggered, final document review, pension calculation, account balances, create payee.  There are manuals for these.   In the final document review the processor verifies the receipt and completion of documents prior to processing the retirement.  Verify tax elections and direct deposit ingested otherwise manual entry needed.  Request any employer clarification items needed to EA team.  Pension calculation is done.  Process account balances.  Create payee.  Audit of account. Ends with pension disbursement process in Finance.  Frequency:  Estimate average of 400-600 per month.		Benefits		OQM, Call Center, EA, Finance		L

				Service Credit Reviews		Review member's service credit for accuracy. 		Process is triggered when the member calls and would like their service reviewed. Service reviews also come from other sources, not just members, for example legal, internal audit, external audit, retirement processing, data integrity, and outreach. The call center triggers the business process in INPAS. Or INPRS staff sometimes requests a service credit review for INPRS internal purposes. The Call Center emails Benefits Department.  The review process includes reviewing notes, reviewing member's account, completing service credit analysis form or sunny day worksheet for PERF.   Letter is sent to member. Various letter templates can be found on P Drive for communicating with members.  T2 may also call the member back to ensure they received the information. If needed, the employer may need to submit wages and contributions or updated leave information in ERM. If this happens, Benefits emails EA, EA emails ER, ER enters info in ERM, ER emails back to EA, EA emails Benefits when the work from the ER is complete. The service is updated by these actions. Letter to member.   Frequency:   Estimate 150 per month.  		Benefits		CC, EA, OQM		M

				Death Processing -initial review, letters, payments.  Includes death notifications and suspends process. 		Process for tasks that need done when death notifications are received. 		The death process begins with notification of a member's death.  This could happen via family reporting the death, employer reporting the death, death research vendor such as ISDH or PBI sending notification of death, etc..  Accounts are assigned to processors for death review.  Accounts are assigned via round robin automated assignment.   At the time of automated assignment, date of death is entered automatically.  Death source is reviewed.  Member information is reviewed.  Date of death is entered.  Beneficiaries are confirmed.  Depending on the pension option and other factors there could be various forms sent to beneficiaries such as tax forms, requests for small estate affidavits, ACH info, etc..   Send application & required forms required for the processing of death benefits if any are needed.  A letter is sent in all cases and the nature of the letter depends on the account specifics.  Terminate member's benefit at time of death.  Confirm payments have been stopped.  Stored value card is terminated. Any overpayments have to be processed.  Transfer member's benefit to survivor.  Create payee record for the survivor.  Update dependent beneficiary.  Note account and update checklist.  Business Process Workspace (BPM) application.   Calculate benefits via worksheet. OQM does final review.      There is possible interaction where we need to send a task manager to Voya.  For example that annuity needs paid out.  Survivor will receive letter.    Frequency: This process happens every day.   Estimate approx. 450 per month.  		Benefits		CC, Finance, Voya, OQM		L

				Option Change PERF TRF                       		Retired members of PERF Hybrid/TRF Hybrid may change their pension option.		When pension option change form is received and imaged, workflow is triggered.   Changes are initiated with the receipt from member of 'Retired Member Change of Beneficiary and/or Retirement Benefit Option form 49518'. Select account from worklist and retrieve option change form from FileNet.  Processor adds member to option change tracking log (manual log).  Types of change: Pension option change, DC distribution change, recalculate a benefit.  Select account from worklist.  Process recalculation.  When does member get option change estimate and decide for sure if they want to make the change?  Member has 60 days to respond.  If they don't respond they are moved to "cancelled section" on log.  If they do respond, we process their request.    Systems used are INPAS and File Net.   Frequency of actual changes:  Estimate 35 per month.  Approx 25 get cancelled each month.   Total approx.  60 per month.		Benefits		Call Center, OQM, Mailroom, Imaging, Finance.		M

				Overpayment Processing - initial and deaths, plus OAG files		Processing benefit overpayments.  		There are death and non-death over payments.  Death team handles death overpayments and retirement processor handles non-death overpayments.  Death and non-death overpayment processes are different.  Operations (OPS) is  responsible for  researching  and calculating overpayments and conducting all written communications with the member, survivor, beneficiary and estate.    OPS completes the disbursement request form for all overpayments which is used to inform Finance.  Reclaims are attempted for all death related overpayments.  Details of the  recoupment process differs depending on whether the overpayment is death related or non-death.  OPS owns the creation of OAG (office of the Attorney General)  referral forms when applicable.   Legal owns the task of sending OAG referral forms to OAG and receiving feedback from OAG when they are able to collect money. Legal is the point of contact with OAG.   Finance owns keeping financial  records, sets up repayments/recoupment deductions,  and does reporting on overpayments including quarterly report  to the  deputy director.  There are overpayment letters which are sent to members.  MA is asked to contact members in certain circumstances.  The policy "Overpayment Recoupment Policy for INPRS Retirement Funds' and Plans' Members, Survivors, and Beneficiaries Policy" outlines guidelines for recouping retirement benefit overpayments.  There are a number of supporting departmental procedures for OPS, Finance, MA, and OQM that are associated with overpayments. There is a declaration of hardship procedure also pertaining to overpayments.  Frequency:  As an example, for one year from July 2022 - Jun 2023, there were 738 death overpayments and 113 non-death overpayments or average of 71  per month. 		Benefits		OQM, Call Center, EA, Finance, Legal, OAG		L

				Setting up ACH for Member Payment		Process for setting up ACH for member payments.  Updates based on pre-note or change to the deposit currently in place. 		ACH are usually ingested through the RAC (for new applicants) while manual processing is needed to update for survivor accounts, due to change from a pre-note, or existing payee requests ACH change.  Death processor identifies the account needs DD, processor emails Business Support, Business Support does the data entry in INPAS, then emails processor letting them know it is completed.    If person is already retired, complete DD form to trigger the process & this is a change to someone who is getting a monthly benefit of some type.  Change of ACH has to be faxed to Voya to make the update in SSC.  Frequency:  This is a common occurrence.  Estimate at least 100-150 per month. 		Benefits		Business Support, Imaging, Data Entry (Business Support), CC , Voya		L

				Data change (name change, marital status, corrections to date of birth, etc..)		Process for members to keep their name and demographic info up to date. 		Submit 'Change of Name Form #55179. Completed form and supporting documentation is returned by member to INPRS at the address shown on the form.   Forms can be received via mail, fax, or email.    Imaging of the completed form triggers the process.  Employers can report member name changes when reporting wage and contribution info, however this does not update INPAS.  Frequency:  Data changes are very common.  Estimate 150 minimum per month. 		Benefits		EA, Mailroom, Imaging,  Data Entry, Call Center		S

				Stored value card		Stored Value Card is a card that a benefit can be loaded on to access retirement benefit payments.     		Majority come in from CC.  Email is sent to Data Entry.  Data Entry sets up card in "Way to Go" system.  Can be initiated in the death process too on form from death processing.  Death team processor in this case would send request to Data Entry.  Data Entry replies back to the requestor to inform them it has been set up in "Way to Go" system.  For new retirements this is done internally, but if it is a change to a current payee retirement, information is faxed to Voya to do the change in SSC.  Frequency: daily or at least multiple times a week and estimate approx. 30 per month. 		Benefits		CC, Voya 		M

				ACH Rejects for retirement payees 		Process ACH rejects for retirements.  ACH rejects occur when INPRS's 3rd party vendor for benefits received notification that the payee's payment was rejected at their bank.   		 Process is triggered when ACH reject notifications are received by the Finance Reporting and Analysis Team (FR&A). FR &A adds the ACH rejects to the ACH Reject Log.  FR&A adds new ACH rejects to the ACH reject log as received.  Processor suspends benefit in INPAS and notes the account.  Member suspension letter is mailed by Benefits and copy sent to FileNet.  Senior processor updates ACH Reject Log to reflect the date the member suspension letter was mailed.   Senior processor saves completed merge template.   VOYA alerted via task manager: secured communication is sent to Voya requesting an alert be added to payees account.  Senior processor prepares and saves spreadsheet for Voya.  File folder is located at P: \member benefits\ACH REJECTS\ACH ALERT LIST TO VOYA.  Member responds to letter by calling INPRS call center.  ACH updates are made by Tier 1.  Handoff case is routed to T2.  Processor will reinstate the benefit and set up retro payment due the payee caused by the suspension.  Tier 2 sends email communication to PERF member benefits mailbox. Reinstatement of benefits by designated processor. Updates of ACH reject log.  Benefit processor addresses regular retired  members and death team handles deceased members or survivors.   Frequency: Estimate 50-60 per month.  		Benefits		CC, Finance, OQM. 		L

				Legislator's Retirement Procedure - DB and DC		Procedure outlines the steps for processing a retirement for an LRS (Legislator's Retirement System) member.  It is divided into 2 manuals: LE DC and LE DB.		The procedure begins with submitting retirement application.  By verifying eligibility.  Starting the pension calculations in INPAS.  Run final calculations: update custom flags, request consolidated earnings, review results, determine severance pay amount, define final calculation, review calculation results, note account, complete create payee process, complete account balances process, note account, send to audit, & complete audit of account.  Once approved, will follow pension disbursement process in Finance. Spreadsheets may be used for pension calculations and retro calculations.    Frequency: Infrequent.  Estimate less than 10 per year.   		Benefits		Finance, OQM, CC, EA		L

				Bulk Estimate Generation (MA Outreach Process)		This process is used to generate a Benefits Estimate for Outreach and members as requested through counseling and workshop scheduling. 		This process starts with members scheduling within TimeTap.  A daily report is generated in TimeTap with all new registered members.  We often have to utilize INPAS to add additional data points (PID, etc.).  These members are then entered into the Bulk Estimator in the RAC Admin Portal.  Once estimates are generated, the PDFs are added to the appointments in TimeTap (which this calendar is synced with the counselors Outlook calendars).  Lastly, notes are added in Sponsor web stating the time/date/location of each member’s appointment.		Communications				M

				Inactive Member Project Quarterly (All)		This process is used to notify inactive members who have reached retirement age of their benefits.		Looker generated monthly file is ingested into Excel file with mail merge Word doc.  Letter is then printed/stuffed/mailed and imaged in FileNet.  Returned mail is checked in Accurint for possible new mailing address.		Communications				M

				Inactive Member Project Monthly (New)		Monthly process to identify and inform inactive members who have reached the age of 65 of their benefits.		Looker generated monthly file is ingested into Excel file with only the new members being pulled and added to the mail merge Word doc.  Letter is then printed/stuffed/mailed and imaged in FileNet.  Returned mail is checked in Accurint for possible new mailing address.		Communications				M

				Retirement Application Center (RAC): EA Tech Expert, submit, or change		Processes for Member Advocate (MA) Team and Benefit Support to provide guidance to members when going through the retirement application online or filling out the application on behalf of the member via telephone.		Member calls to submit application, MA or T1 will log into the RAC and populate the members information and follow the application prompts.  Member calls and wants to make changes to the application, dependent on when change is requested will determine which tier is able to assist.  T1 can handle all changes if prior to elected retirement date.  Once retirement date has passed then the application is locked and only Tier 2 reps have access to get the application unlocked in order to make a change.  If application if locked, a request to MA management is required.		Member Advocate				L

				APRA Requests		APRA is the Indiana Access to Public Records Act. It is a law that gives people the right to request and receive public records from government agencies.		Acknowledge the request in writing within 3 business days. Determine if the records are public within 10 business days. Locate the records within 20 business days. Prepare the records for release within 20 business days. Release the records within 20 business days.		Communications				M

				Retirement Application Center (RAC): Letter Optional SSI Integration		A member choose the optional SSI payment.		An INPAS report is run every month to determine if anyone with SSI turned 62 years of age. A letter is sent to these members explaining their change in payments. This report is a trigger for the Benefit Processor to enter the member’s new SSI payment into INPAS. Report is limited to those initially processed in INPAS and does not replace the Legacy reports currently being utilized. It is to easily identify accounts with a Social Security Integration option that do not have the age 62 reduction scheduled properly. Benefits does the verification each month and are working with IT now to have a query on demand within INPAS to make this easier. The letter is located at P:\Member Benefits\Post-62 Recalcs\SSI recalc ltr.doc.		Communications				M

				Rollovers		Members roll in money from other financial institutions to INPRS and roll over money from INPRS to other financial institutions. (discuss DC stuff with RFP CRM Vendor)		Roll in money from another financial institution:  Eligible members initiate the process by requesting a Rollover In form.  Member sends form and check to Voya.  Voya reviews if form and check are valid, and all information needed is included.  If not, Voya returns check and form.  If yes, Voya completes the transaction.		DC				M

				PIN process (DC) to log in and use systems						DC

				Change future investment elections						DC

				LEDC loans process		LEDC members are eligible to take a loan from the LEDC plan.   		If a loan is taken, it is to be paid back via ACH debit.  Voya process describes the rules surrounding loans.   High level the process is:  LEDC member requests a loan on participant website.  A confirmation statement and loan check are mailed to the member's address of record.  Loans can be paid off or repaid in monthly payments. 		DC

				Milepost Letters (multiple triggers)		Mileposts process will dynamically generate letters to members who have been identified as reaching milestone criteria		Voya runs a daily/monthly sweep to identify members who have reached a milestone. If a member is identified, Cedar prints and mails a letter to the member's address on record. The sweep program also EA Tech Experts a member demographic update to indicate that the member has been identified for a specified milestone and the letter has been mailed. This update is read each time the sweep program runs, so that members who have previously received a letter are not mailed another letter. The Inactive Milepost letter is sent after a member's status changes to "inactive." Once the transaction posts to the system during the nightly process, Cedar is notified to fulfill the letter and mailing request. The data feed from Voya identifies the member, the plan, the cover confirm, and the specific milepost letter to be mailed. The Inactive Letter is a manual process that is sent once the population has been confirmed and necessary data has been gathered by both INPRS and Voya.		DC / Communications				M

				Override Validation		Employer Calls/emails EA Team because of an error as they process the submission for payment  		Employer Email/Call is sent to EA Team.  Case is assigned to ESC Rep to clear the error. Error is cleared and noted by ESC in error tracking spreadsheet. ESC assigns case back to EA rep. An email to employer from EA rep notifying them that the error is cleared, and they can process the submission for payment.		Employer Advocate				S

				Delinquent Employer/Reporting		When employer is approaching delinquency in payment to INPRS.		EA runs wage and contribution report. EA sorts and filters report, vetting the accuracy of the report.   EA emails employers that are delinquent. This process is completed on the 1st, 11th and 22nd of each month.   If account stays delinquent past 67 days, finance is notified as well as the INPRS legal team.  Once Paid, employer is removed from the delinquent employer list.  		Employer Advocate				L

				Missing Information for Processing		The benefits department is processing retirement applications, service credit reviews, death accounts or any other activity and needs information or clarification of information from the employer 		The benefits department sends an email to EA to get severance, ldips, lcd, w&c information, service clarifications. EA opens a case in VCC. EA sends employer the appropriate template for completion. Employer sends back template to EA. The EA responds to the processor of the EE's response, and then EA notes INPAS and closes the case.		Employer Advocate		Processing		M

				Baseline Binder (Application/Letters/Appeals)		This process includes the guidance for Employers, INPRS, and potential members (Note: This is a manual process).		Initiation: Employer prints a baseline exam from INPRS for the applicant to complete. Physicians perform medical evaluations.
Submission: The 1977 Unit sends the signed and completed application to INPRS for review and processing. A case is EA Tech Expert in VCC and an ESR is assigned.
Processing: ESR reviews the application for completeness, date stamps it, and updates the tracking spreadsheet. The application is put in a drop-off bag for courier pickup.
Review: ESR reviews the application again once it returns from courier delivery. The application status is determined: Denied, Yes on hold, or Approved with Exclusion.
Outcome Communication: Depending on the status, the member and employer are notified. Denial or approval letters are sent via certified mail.
On Hold: If on hold, the employer is informed and the application is returned to the medical authority for additional information.
Appeal: If approved with exclusion, the member can appeal within 15 days. An appeal triggers another round of documentation submission and review.
Finalization: If the member accepts the exclusion, ESR and the employer update the enrollment in ERM, the hire date is added, and the case is closed in VCC. The medical booklets are then sent to imaging and off-site storage.		Employer Advocate				L

				Missing Member 		Missing Member Report - 30 days and 60 days no W&C reporting (shows all members incl on a life event).  		EA Supervisor runs the missing member report, EA Tech Experts the weekly missing member tracking sheet, and sends an email to the assigned Employer Advocate (EA) informing the report is ready to be worked. 

EA will email or call the unit who is 75 days or more past due using the missing member template. EA will work with the employer on updating the member's account, either by adding a life event or reporting missing wages. If the employer goes past 90 days, and is locked out of account, EA will reach out to EA Technical Expert for review. Once resolved, EA will update the missing member tracking sheet (found in shared P:\\ drive) and close the case in VCC. 

Once the weekly missing member tracking sheet is complete, EA will inform the EA Supervisor and EA Technical Expert. 		Employer Advocate				M

				Certified Salary		An annual process in which Employers participating in the 1977 Police Officers’ and Firefighters’ Pension and Disability Fund (1977 Fund) are required by statute to submit salary information to INPRS. This must be done by January 1 of each year.		*Not going to be the same due to occurring process to enter certified salary in ERM. Almost ready for testing. Testing will define the procedure, then we can update this process accordingly. 		Employer Advocate				S

				Exception Queue Follow Up and Reporting Procedure		It is the responsibility of the EA Team to contact submission units that have wage and contribution exceptions in their exception queue in ERM with 15 days of the exception posting to the queue.		EA Supervisor pulls 15-day exception queue report and is ready to be worked. EA Supervisor emails the assigned Employer Advocate (EA) on the report. EA follows up with employer within 3 business days and checks home dashboard to determine if the error has been cleared.  If the error has not been resolved, EA sends a 2nd notice to the employer. Once all of the exceptions have been resolved, removed from the exception queue, identified as needing a data fix, or are assigned to another EA. The EA should email the EA Team Supervisor, EA Team Manager, and copy the EA Technical Expert that all exceptions have been resolved.  		Employer Advocate				S

				Modifying Life Events		This is a function in ERM that sometimes INPRS employees have to do because the employer can't. It's entering leave of absences, fila, ldips and others.		Employer notifies EA that a modifying life event needs to be changed for a member.  EA Tech Experts a VCC Case and notifies the Employer Advocate Technical Expert. The EA Tech Expert makes the requested changes and notifies the originating EA.  EA notifies the employer, the request changes are complete.  		Employer Advocate				S

				Line Deletions (employment)		Employer either double enrolled someone, the member did not start or they enrolled with incorrect SSN and caught it before any reporting took place.		Employer will contact EA saying they either double enrolled someone, member did not start, enrolled member with incorrect SSN but caught it before any reporting took place.  EA assigns to Employer Advocate Technical Expert via VCC.  EA Technical Expert will log into ERM, go to Member, select modify inactive member and delete line.  
ERM will identify if there are no funds, or will prompt EA Technical Expert on which line funds should be transferred. EA Technical Expert transfers, choosing all and move to correct line and hits Next. ERM confirms and notates the line deletion tracking sheet.  EA Technical Expert turns case back over to EA who will close the VCC and notify employer via email that the line has been deleted.		Employer Advocate				S

				EA Call Center Requests to OQM Mailbox		The process between OQM and EA Team, OQM email box.  		New Employer Unit - EA Team adds the service and notifies OQM via the OQM email box. 
Pension Relief - EA team works directly with OQM team on validations/exceptions.  EA Team notifies  OQM via the Mailbox on request.  OQM team researches and contacts EA Team with results. EA Team communicates results to employer.  		Employer Advocate		OQM		S

				Employer Service Purchase		Employer-initiated service purchase for Members in the eligible pension funds in compliance and conformance with the relevant statutory auth		EA will send the cost analysis, along with the intent to purchase form and any other documents needed, to the employer. The Employer will fill out the intent to purchase forms or any other documents for review.       
The EA will review the received documents, including the intent to purchase form. If the form is complete, the form will be sent to Finance, AR, and DC and EA to request an invoice. Finance will send EA the invoice. EA will send the invoice to the Employer. The Employer will send the check to Finance. Finance will let EA know the check has been received from the Employer, then EA will add the service credit to the member or members' account. To complete this process, many screenshots are necessary to show a before and after, and all of the documents (intent to purchase, cost analysis, actuarial survey, and resolution) to OQM for auditing. OQM will accept or deny the entry. If denied by OQM, the issues will need to be researched, and this includes deleting the original service purchase request and starting from the beginning. 
This process is part of New Units and Enlargements. 		Employer Advocate				L

				Employer Transfers (PERF to '77 Fund)		When a PERF Unit is joining the '77 Fund. 		This occurs following the new units baseline and service purchasing processes. End date (terminate) the members PERF account based on their first payroll in '77 Fund.
Then, EA enrolls the member into the '77 Fund. During the enrollment, EA will enter the approval date, then the employer will enter in the hire date in ERM. 		Employer Advocate

				New Units 		Employer (ER) contacts INPRS to communicate intent to join/merge		Initiation: The Employer (ER) contacts INPRS to express their intent to Join/Merge. An Employer Advocate (EA)  will gather information from the employer in regards to effective date, plan interest, and contact information. EA will then assign case to the next dedicated New Unit Advocate, update the New Unit tracking sheet.
Initiation Follow-Up: The dedicated New Unit Advocate will follow-up with ER in 48 business hours to inform them of eligibility requirements and necessary steps to join. The EA New Unit Advocate will document VCC case and send ER initiation email, along with any documents needed based on that conversation. 
Employer is interested, but not in service purchase: documentation sent will be side-by-side, resolution, ERM data setup form, authorized agent form (three months)
Employer is interested and purchasing service: ER will need to fill out the actuarial survey. Once received EA will review the survey for completeness, and send to Finance. (Specific, dedicated team) Finance has 45 business days to send EA the cost analysis. EA will send cost analysis, along with resolution, ERM status setup, authorized agent form, and intent to purchase form. (4 months) 
Employer Decides Not Interested: document in VCC, close case
Approval: EA will review documentation for completeness once received. The documents will be stamped with the approval date by the EA. EA will assign the submission unit ID. The approval request is sent to Finance to add to EBS. Once unit is setup in EBS, EA will setup the unit in ERM, then send the approved documents and send first time user email to employer. 
Employer Service Purchase: Employer sends EA a signed intent to purchase request.  EA forwards a signed Intent to Purchase request to AR Accountant, along with Actuarial Determined Cost (ADC). AR Accountant verifies document is complete and EA invoices for Service Purchase to be paid by employer.  When paid, AR Accountant notifies EA.  
Final Documentation Steps: Update New Unit tracking sheet, send all document from employer to imaging and ask imaging to EA Unit Folder in imaged documents appropriately. 		Employer Advocate		Imaging, Finance		L

				Enlargements		Employer (ER) contacts INPRS to express their intent to add coverage for PERF (Enlarge) 		Initiation: The Employer (ER) contacts (any mode of communication - email, in person, chat, call) INPRS to express their intent to Enlarge. Employer Advocate (EA) validates ER's details and informs them that an actuarial survey is needed.
Documentation: EA opens a VCC case and logs it in FileNet. They then send the ER an initial information letter and actuarial survey via email, noting the correspondence in the Tracking Log.
Survey Review: Upon receipt of the completed survey, EA checks it for completeness and forwards it to Finance, which then sends it to the Actuary.
Actuarial Study: The Actuary provides a study summary and cost options, which are sent back to EA via Finance for review. 
Cost Options: EA presents cost options via email and a resolution letter to the ER and logs it in their folder. The tracking spreadsheet is updated accordingly.
Resolution: ER submits a board-approved resolution to INPRS for approval. EA reviews the resolution and Appendix for completeness.
Employer Service Purchase: Employer sends EA a signed intent to purchase request.  EA forwards a signed Intent to Purchase request to AR Accountant, along with Actuarial Determined Cost (ADC). AR Accountant verifies document is complete and EA invoice for Service Purchase to be paid by employer.  When paid, AR Accountant notifies EA.  
Approval: EA approves the resolution and updates ERM with the additional coverage elected. Upon approval, ER receives a confirmation letter attached via email with details.
Final Steps: All documentation is sent to imaging in the Employer Account.		Employer Advocate		Finance, Business Support		L

				ERM Data Setup (employer)		EA Creates a new employer account in the ERM application (INPRS Staff User only)		Form Processing once unit is approved: EA sends New Unit setup form with ER name, unit ID, ER Address, AA name to Finance to be set up in EBS. The Employer Advocate (EA) adds the Employer (ER) to the VCC System. Once the account is set up in EBS, Finance notifies EA; EA will create employer account in ERM.
Fund Assignment: EA Enters applicable information in ERM for the ER in the Account Details tab under manage submission unit. The ER is assigned to the funds they're eligible to participate in and a specific ER category or group.
Submission Unit Addition: The EA adds at least one submission unit to the new ER account, including Contribution Type details and Wage and Contribution information.
Contact Details: The EA adds submission unit contact/authorized agent information.
Confirmation: ERM assigns an ER number and displays a confirmation screen. The EA then sends the setup/first time user email to ER confirming the process completion providing instructions to be completed by the AA. Contact the employer via phone and set up a meeting to provide support to submit their first payroll and enrolling members. EA will send all documents to imaging and close the case in VCC.		Employer Advocate		Finance, Business Support		S

				ERM Authorized Agent (AA) Process		This is the process of adding/maintaining authorized agents for the fund responsibilities. 		Employer sends (mail, fax or drop off) to INPRS the completed Authorized Agent (AA) Designated to Perform Necessary Duties document.  EA updates ERM and VCC, creating new authorized agent. EA emails the new AA added to ERM email template. EA sends completed document to imaging for storage.    		Employer Advocate		Business Support		S

				Enrollment for Special Death Benefit Coverage (Hero's Honor)		Process for enrolling Employers and employees in benefits and receiving initial and annual payments for employees enrolled in the Special Death Benefit.		Upon receiving the completed Hero's Honor Enrollment Form for Special Death Benefit Coverage (State Form 57192) from the Employer:
If the form is faxed or mailed, EA creates a VCC case and images the form, assigning it as "Hero's Honor."
If the form is received by email, EA reassigns the customer to "Hero's Honor" in VCC.
EA reviews the form to ensure it is complete and all entrants are eligible.
EA Team emails the form to Finance (INPRS.Finance.AR@INPRS.in.gov).
Finance creates and sends the invoice to the Employer contact. Finance emails EA to verify members should or should not be on the list. Modifications can be made throughout the year to remove, update, or add employees to ensure coverage. Payments are tracked in Finance: updates do not require additional payment but additions need additional payments.		Employer Advocate		Finance		S

				Pension Relief: Active employee list (7 Employers with active members in these funds) ask EA Team		Process describes updating the Pension Relief Active Employee List.  		The process begins when Finance emails the list to EA Team. EA emails employer to validate their members. Employer sends addition and changes to EA. EA updates the list and emails back to Finance.		Employer Advocate				M

				Annual Employer Rates (Manage Fund Configuration)		This process is completed by the Employer Advocate Tech Expert based on the		Finance/Actuary sends the  Escalation Timeline to the Employer Advocate Tech Expert. EA Tech Expert uses the Escalation Timeline to update rates per the schedule in ERM.  		Employer Advocate				S

				Withdrawal of Employees (Universities Transferring Employees) Add 5 years Eligibility. Service for university employees		Employees of a state university involved in health care can be terminated due to a transfer or contractual arrangement with a non-governmental entity.		Initial Contact: An active university contact emails the Employer Advocate (EA) with an effective date for the withdrawal/transfer of employees and a list of affected members.
Finance Notification: The EA emails the Finance department with the names and pension ID of the affected employees. Finance has 30 days to respond. If there's no response within three weeks, the EA follows up.
Invoice Request: Once Finance responds, the EA requests them to create an invoice for the Submission Unit and send it along with the underfunded cost letter.
Payment Received: After payment receipt, the EA updates the Withdrawals Tracking Log spreadsheet.
Verification: The EA ensures that the Submission Unit reported appropriate pay period start and end dates for all affected members. *If the employer has reported after the effective date, the employer needs to reverse those transactions through a negative online adjustment, then add them back with the correct pay period, start/end date, for a positive online adjustment. 
Vesting and Life Event Updates: The EA confirms wage and contributions accuracy, vests affected members in INPAS, enters a note in each member’s account about the vesting due to withdrawal, and inputs Covered to Non-Covered life events effective from the withdrawal date. Next, the EA  notates in INPAS on each members account stating the unit withdrawal effective date member placed in vested status.
Final Updates: The EA updates relevant fields on the Withdrawals Tracking Log spreadsheet, leaves a note in INPAS and VCC detailing the actions taken, and closes the case in VCC.
Documentation: The EA sends all documents and correspondence to INPRS Imaging for imaging in the Submission Unit’s account in ERC.		Employer Advocate				L

				Modify Member Hire Date		The following processes describe the employer and staff steps necessary to set the requirements to be able to modify the member hire date This process applies to all Funds: PERF, TRF, 1977, PARF, JRS, EG&C, and LRS.		Request: Employer sends hire date modification request to EA via phone, chat, or email. EA creates VCC case and checks member status in ERM.
Inactive Member: If inactive, EA will change the hire date in the system. If difficulties occur, the EA can contact the EA Technical Expert to fix the system, which could take 3 business days. EA Technical Expert updates VCC, then the EA then updates ERM and notifies the employer. 
W&C Adjustment: If the new hire date is earlier, EA emails the employer about required W&C adjustments for the missed period. The employer makes the adjustments in ERM, which are then checked by EA.
Documentation & Notes: EA sends communication to imaging and makes necessary notes in INPAS and VCC, closing the VCC case afterwards.
Negative Adjustment: If the new hire date is later, EA notifies the employer about necessary negative W&C adjustments. After the employer's adjustment in ERM, EA checks for completion.
Final Steps: EA sends a copy of the email to INPRS Imaging, enters notes in INPAS and VCC, and finally closes the VCC case.		Employer Advocate		Imaging, Processing (requests), IT		S

				Quarterly DROP Report Procedure		This procedure provides the steps to capture the 1977 Fund DROP participants by sub unit and creation of an Excel spreadsheet report for Employers and INPRS departments on a quarterly schedule or upon request.		EA access the data in Looker.  EA exports the data creating the report.   EA finds the contact information in VCC for each unit. EA Sends email to the contact and (CC) Quality.  		Employer Advocate				S

				RAC Access for IU/PU		Selected staff at IU and PU have user access to the RAC so they can provide counselling services to their employees who are members and submit retirement applications on their behalf.  		Ticket Submission: EA submits a ticket in Service Now to the INPRS Service Desk, requesting a current list from Pidalia within two weeks.
Follow-up: If no response is received within two weeks, EA follows up with the Service Desk.
Data Division: Service Desk emails the list to EA, who then divides it for IU and PU employers.
Email to Employers: Using a template, EA emails the divided list to both employers for updates.
Updated List and Send: Employers return the updated list to EA, who submits another ticket with the updated list attached to the Service Desk. IT forwards the list to Pidalia.
Confirm: Upon changes confirmation from Pidalia, IT notifies EA.
Employer Notification: EA informs IU and PU changes are made.
Access Information: To ensure Member Advocates (MA) and EA are aware of RAC access for IU and PU, a maintained list with a link is provided to the MA and EA support teams.		Employer Advocate		IT		S

				Prior Service Purchase due to Delayed Enrollment by Employer		The purpose of this procedure is to provide guidance in processing 1977 Fund member service credit purchases when the employer has hired a police officer or firefighter prior to their approval date 35 IAC 2-1-3 allows for the employer to purchase the service actuarially		Police or Fire Department has contacted us inquiring about purchasing the missed service from the time they hired the applicant to the time the baseline application was approved by the Fund Physician.  EA informs Employer that pursuant to 35 IAC 2-1-3 that they have the option to purchase the missed service at an actuarially determined cost if the delay in submitting the baseline application was the fault of the department. Employer completes the Prior Service Purchase Form 35 IAC 2-1-3 located at Prior Service and  Purchase Form 35 IAC 2-1-3.xlsx. EA sends documentation to NU/EN Primary Processor.  		Employer Advocate				S

				State Personnel Department (SPD) Request Procedure		This procedure outlines the process for initiating and submitting requests to the State Personnel Department (SPD) by the Employer Advocate (EA) Team.		EA never calls SPD as a rule. Use general SPD email (SPD-PERF@SPD.in.GOV) unless contacting certain units under the state (state court admin)		Employer Advocate				S

				Manual Adjustments		Service credit review process when corrections are submitted to INPRS. 		Active service department or member contacts ER and triggers the process by requesting service credit corrections from the employer. The employer makes adjustments. If errors occur, they notify EA, who then refers the errors to the EA Tech Expert for resolution. If errors require bypass, those are sent to the EA Tech Expert to clear. Once errors are cleared, EA Technical Expert informs EA, who then notifies the employer of the successful changes.		Employer Advocate		Processing		S

				Resolving Data fixes for reporting		This process is when there is data that needs to be fixed/updated/changed.  		Employer or EA team will find something that is incorrect in ERM or INPAS.  EA notifies the Employer Advocate Tech Expert (EA Tech Expert).  The EA Tech Expert will decide if they can make the change (LDIP/ life event changes, error clearance).  IF they can make the change, they change the data in ERM/INPAS.  If the EA Tech Expert cannot make the change, a Service Now ticket is EA Tech Expert. IT notifies the EA Tech Expert once the change has been made.  EA Tech Expert emails the EA that the data has been updated.  If the originator was an employer, the EA will notify the employer of the completion.  
		Employer Advocate		IT, Active Service, Deaths, Benefits		S

				ERM Managing Fund Configurations Procedure		This procedure guides the Employer Advocate (EA) Team on handling technical issues and problems related to ERM.		The Finance Department, EA Team, and Legal coordinate to manage fund configuration changes across various funds. 

For PERF Hybrid, Finance receives the actuary's file and sends it to the EA Technical Expert, who uploads it to ERM and notifies PERF employers.
For PERF My Choice, Finance sends updates to the EA Technical Expert, who enters them in ERM.
For TRF Hybrid, the INPRS Board approves changes, and the EA Technical Expert updates the rate in ERM and notifies TRF employers.
For TRF My Choice, Finance informs the EA Technical Expert of changes, who updates them in ERM.
For 1977 Fund, PARF, JRS, EG&C, and LRS, legislative action is required, and the EA Technical Expert enters the rate in ERM.
For mandatory contribution (DC/ASA) in all funds, legislative action is needed, and the EA Technical Expert updates the rate in ERM.
For fund-specific fields (salaries or covered positions) in NON-PERF/TRF, legal communicates changes via email to the EA Technical Expert.		Employer Advocate				S

				Intent to Hire (Baseline Transfer)		Process when the member switches units.  		Employer fills out the form and sends it to EA. Once the member has been termed by the prior unit, EA emails the new unit to enroll the member, we enter the approval date (intended hire date).  EA emails employer of completion.  Employer enters the date of hire (DOH). Form gets imaged to members account during alpha pull.		Employer Advocate		Imaging		S

				Member Interest Calculation		This procedure is to instruct Employer Advocate (EA) Team, formerly the Employer Pension Plan Administration (EPPA), members on handling requests from employers for member interest calculations.		Employer calls the EA Team wanting to pay the interest for a member(s) ASA/DC account.  The EA opens the case and asks clarifying questions.  EA confirms if the adjustments have already been submitted in ERM. Employer confirms changes have been placed in ERM.  EA runs a wage and contribution report in IRP (Looker) on each member using the first and the last payroll date that the employer missed in reporting. EA works the report, calculates and forwards the case to the escalation Representative with the modified wage and contribution history report spreadsheet attached and request the interest calculation. Once the calculation is completed the EA forwards the information by email.to the employer. If the employer agrees to the amount, the case is sent back to the Escalation Representative. who forwards it to Finance for the debit memo to be created.  Once the report is paid, the EA advises the Escalation Representative of payment so the Finance can credit the member account in Voya. The EA can close the case.		Employer Advocate		Finance		M

				EA Adding Authorized Agent to VCC		This process describes the request to EA Team to add an Authorized Agent.  		Employers send completed Authorized Agent forms to EA through VCC. The EA adds contact/user profile in ERM. Sends the Authorized Agent form to the imaged unit's folder in ERC. EA notifies Employer the request is complete. The case is then closed in VCC. 		Employer Advocate				S

				Pension Relief Procedure		This procedure covers the process for Pension Relief data development and reporting. 		The process kicks off in January when EA turns on the pension relief process. 
For employers who are GASB, a daily communication is sent from EA to monitor which account are completed. (Fixed list with updated status.) This occurs until each ER is approved. 
PRT contacts employers about approval status and handles corrections before sending a list of submissions to the Actuarial. 
In March, Actuarial submits the files to the Actuary Vendor. They receive a response from CMC (SOFR) within two weeks and reconcile the data. In parallel, the Pension Relief reviews the death reports, contacts employers, and updates the file with answers to CMC's questions.
From April to May, the Pension Relief completes the spreadsheet of answers to CMC's questions and sends it to the INPRS Actuary. The Finance dept. returns it to the Actuary. 
In May, the INPRS Actuary sends the response to CMC and the Expected Benefit Payment file to Finance. Finance notifies the PRT about the file receipt.
In June, letters are published on the INPRS website. An email is sent to notify of publication. The same process repeats for the October payment. Changes to the bank account details for Pension Relief distribution are handled through a specific form and communication with Finance. 
For both July and October payments, (Pickup with step for PBI...) Finance receives the distribution listing, sends files to the EBS IT, clears invoices in AP, adjusts the AME Rule for workflow bypass, loads payment files into EBS, and resets the AME Rule. 
After liquidating necessary funds and transferring them to the funding pool, Investments notify Accounting via email. The payments are then issued via ACH and check processes. October payment: settle up for overpayments due to member passing away. Republish letters with updated amounts and notify employers.
In November, EA opens a case for each employer on the SBOA list. The case closes when either CMC confirms receipt of the Agreement or the EA receives the Agreement from employer and forwards it to the Actuarial. Employers upload Pension Relief reports, and the Pension Relief Team (PRT) assists with queries. They distribute cases among the review data and reach out to employers for missing information or corrections. They then notify OQM for auditing. 		Employer Advocate		Finance, Actuary, CMC, OQM		L

				Withdrawal and Dissolution (PERF/TRF) Procedures		PERF Withdrawal Process: Outlines steps during the withdrawal period or 90-day dissolution after PERF receives written notice to withdraw employees or positions.

TRF Withdrawal Process: No provision in state statute for public schools/universities to elect withdrawal from TRF, but they may be considered withdrawn if they dissolve or close due to financial instability.		PERF Withdrawal Process:
EA receives request from non-state PERF Submission Unit for withdrawal, partial withdrawal, dissolution, or actuarial review.

EA sets up a case in VCC and informs the primary processor.
EA contacts submission unit and requests an updated resolution with signatures from 2 board members along with an effective date that is not retroactive.
Within 48 business hours, EA creates a folder in the PERF Withdrawals Tracking Log and notifies submission unit.
EA emails Census Verification Report (CVR) to submission unit for review. The employer fills out CVR and email back to EA. CVR is reviewed by EA and is emailed to Finance.
Finance sends Actuarial review to EA.
EA mails funded or underfunded cost letter within 48 business hours. (Unit has two weeks to respond before EA begins follow-ups.)
EA updates the Withdrawals Tracking Log after sending the letter.

Submission unit communicates decision (they can stop the process - if this is the decision, ER needs to submit written statement with this information, once received, update case and tracking log, send all docs to imaging) If the unit proceeds and they don't have unfunded liability to pay, the employer will ensure all W&C up to effective date, enter life events for the member (CNC), and EA enters eligibility service if applicable and creates final w/d memo that is filled out and sent to finance. If employer proceeds and has unfunded liability to pay: obtain payment option via email from ER and notify finance for invoice. Once invoice is received, EA sends to ER, ER sends payment, finance will notify EA that payment is received and EA will add eligibility service ensure all W&C up to effective date, enter life events for the member (CNC), and EA enters eligibility service if applicable and creates final w/d memo. 
EA will change the status in ERM to Withdrawn and enter Effective date. *Please note this step is not taken if processing a partial withdrawal.
EA updates the Withdrawal Tracking Log, notate INPAS and VCC, send all documents and correspondence to imaging

TRF Withdrawal Process (Charter Schools Only):
No provision in state statute for public schools/universities to elect withdrawal from TRF.
TRF may be considered withdrawn if entity dissolves or school closes due to financial instability. Receive notification from charter school to opt out of TRF. Indiana Charter School participation election form is filled out if possible. Determine type of W/D: Full, partial, or dissolution, identify the effective date of the W/D, review the form, notate unit account in INPAS and VCC, send the form and other correspondence to imaging, EA ensures W&C have been submitted on their final report, EA emails unit and instructs them to enter CNC life event; EA prepares and sends charter school memo to teachers informing them they will no longer receive service as of date of last contributions, EA sends letter to imaging in each member's account and notes each member's account in INPAS, if full W/D: update status in ERM to withdrawn, for dissolutions.		Employer Advocate		Finance, Actuary, CMC, OQM, Business Support		L

				Release Settlement Holds 		Once a settlement adjustment is submitted for validation, a submission report is generated. Submission reports with settlement holds cannot be processed for payment until they are reviewed by INPRS Staff and are released from settlement hold.		EA receives email or call stating they have a settlement hold. EA requests legal documentation reflecting the hold, report needs to be error free from ER. The case is assigned to ESC Rep to release the hold. Documentation is verified, and hold is released through ERM. ESC Rep assigns the case to the rep, rep contacts employer informing them the hold has been released.		Employer Advocate				S

				Requesting Offsite Wage and Contribution Boxes		This procedure outlines the steps for the EA and Business Support Analyst to follow when procuring a requested Offsite Wage and Contribution Box.		EA determines the required information for research and sends findings to the EA Lead.
EA Lead obtains the Wage & Contributions Box List binder from the EA Team area.
EA Lead emails the Business Support Analyst and cc the Business Support Manager along with EA supervisor to request the offsite boxes.
The requested records are delivered to the EA Team floor within 3 weeks.
The receiving EA Team member confirms the receipt of the requested boxes and signs the provided receipt from Business Support.
After completing the research, EA emails the team lead notifying boxes are ready for pick up. Team lead will email Business Support Analyst and cc the EA Team Supervisor, notifying that the boxes are ready for pick-up.
The Business Support Analyst picks up the records		Employer Advocate		Business Support, mystery box location at the state house		M

				Pension Relief Contact List		Policy focusing on updating the Pension Relief Contact List.  		EA Team emails all of the units to verify whether or not the contacts listed are correct (It is a big project).  Employer then responds back to EA Team.  EA updates the  Pension Relief Contact List.  		Employer Advocate				L

				Join My Choice for Volunteer Firefighters - policy tech		 This policy and procedure outline the policy and procedures (Voya and INPRS) that form the My Choice: Retirement Savings Plan for Volunteer Firefighters.  		Resolution is processed by the EA Team.  EA records Resolution information  on a spreadsheet. The Resolution is reviewed and approved and forwarded to Voya.  4.	Voya enters the information in the Pay Admin application and provides the employer with access and a User Guide.		Employer Advocate				M

				Employer Advocate Team Pre-Note Procedure		The pre-note process is a validation with the employer’s bank to ensure the bank account information entered into ERM is correct. 		If the pre-note is successful, no manual interaction is required. If the Pre-Note process fails:
EA receives an email from the INPRS bank at eppa@inprs.in.gov mailbox.
Assigned EA opens a new VCC case under the Payment Administrator contact.
EA saves the bank information to the ACH Return Notification at P:\PreNote & ACH Return Notifications\ERM 2882\ACH Returns\FY 20YY-20YY.
EA contacts the Payment Administrator by phone and email to notify them.
EA advises the contact to switch the account to inactive in ERM following the Manage Submission Unit process.
EA advises the submission unit to create a new entry for corrections to validate the bank account.
Assigned EA follows up until new bank account information is entered in ERM.
EA updates the VCC case with each contact made and closes it when the submission unit enters new bank account information in ERM.		Employer Advocate				S

				Employer Advocate Team NSF Procedure		Non-Sufficient Funds (NSF) situation when INPRS bank cannot deduct employer payments.		Email received at eppa@inprs.in.gov and assigned to relevant EA.
EA opens VCC case, attaches bank's return notice, and saves bank information to ACH Return Notification.
EA contacts Payment Administrator by phone and email to inform about NSF case.
Daily check of NSF Return Bank Notices spreadsheet and folder, data sent to Finance for review.
Finance reviews and recommends fee assessment to EA Team Manager.
Senior Finance Manager informs EA Team Supervisor and Manager if fee assessed, who notify primary processor.
Primary processor updates VCC case if fee assessed.
If fee assessed, EA informs submission unit with resolution instructions using templates from P:\EPPA\Pre-Note.
Submission unit notified of NSF fee application to their ERM account within 48 hours, Finance posts to ERM.
EA follows up with submission unit, updates VCC case, and closes upon fund receipt.
Copy of bank communication from P: drive sent to employer account in Imaging non-workflow bin. If pre-note process succeeds, ACH transactions proceed.		Employer Advocate		Finance; INPRS bank		M

				ERM End-Dating Employer Payroll Calendar Report - Annually		The purpose of this procedure is to EA Tech Expert a process for reviewing the IRP (Looker) report run by Finance, deciding what calendars should be retained, end-dated, or deleted. Review and communication of payroll calendars requiring action with the employers is assigned to EA Team member(s).		Finance runs this report monthly from Looker and send to EA for reconciliation.  Once the reconciliation is complete, EA replies all with attached updated spreadsheet which includes notes.  This process is completed for all payroll frequencies.		Employer Advocate		Finance		M

				ERM Employer Status Verification - Payroll Calendar Report - Monthly		This procedure outlines the steps for the monthly review and verification of employer activity status using the Payroll Calendar Report. The verification, performed by assigned Employer Advocate (EA) Team member(s), checks the status in the Employer Reporting and Maintenance (ERM) application and communicates with the employer regarding the possible status issue.		Finance runs this report monthly from Looker and send to EA for reconciliation.  Once the reconciliation is complete, EA replies all with attached updated spreadsheet which includes notes.  This process is completed for all payroll frequencies.   		Employer Advocate		Finance		M

				ERM Technical Problem and Issues Procedure		This procedure guides the Employer Advocate (EA) Team on handling technical issues and problems related to ERM.		The process kicks off when an Employer contacts EA about an ERM (Employee Resource Management) issue.

EA emails EA Technical Expert for guidance and support.
EA creates a case in VCC (Virtual Case Coordinator) with relevant details.
EA informs the Submission Unit of INPRS's response within 3 business days.
EA assigns the case to the EA Technical Expert.
EA Technical Expert assesses if the issue can be resolved internally or requires IT involvement.
If IT assistance is needed, EA Technical Expert submits a detailed ticket in Service Now.
EA Technical Expert integrates IT's response into the VCC case.
EA Technical Expert  reviews ERM data to identify the issue's root cause.
EA Technical Expert  bypasses the appropriate validation to resolve the error.
EA Technical Expert  confirms the problem is cleared.
EA Technical Expert  updates the VCC case and re-assigns it to the EA for closure.
EA Team and EA Technical Expert collaborate for resolution.		Employer Advocate				M

				Good/Bad SSN Account Merges		EA requests a SSN merge/SSN change.		EA team sends email to EA Technical Expert requesting an SSN merge/SSN change through VCC.  EA Technical Expert researches and will either confirm or deny the request. If it's accurate, EA Technical Expert emails the SSN to OQM for verification and approval.		Employer Advocate		OQM		M

				Skipping Payrolls/Soft Freeze		This process occurs when employer has no one to report.		These employers are usually identified through the delinquent employer process when they have started to miss payroll reporting. they may also proactively call or send INPRS in writing, they have no one to report.  INPRS in email presents options to employer to withdrawal or continue skipping payrolls until they have someone in a covered position.  Employer notifies INPRS via Email the decision of withdrawing or skipping.  After 3 skipped payrolls in a row, INPRS adds the employer to the skip payroll and soft freeze list. 		Employer Advocate		Finance		S

				Movement between funds (fund to fund My Choice to Hybrid etc.) Fund to Fund Transfers		Decision tree process when a member contacts INPRS to make a change in their elected plan, the Change is Approved and then Finance is notified for next steps.		Member calls to request change of plan election, MA inquires the reason and advises they will research the account and call them back.  MA takes the case to management who researches member history to determine next steps of either confirming change or administrative review.  		Member Advocate		Legal, EA, Finance		S

				GAAP Employer Procedure		GAAP (generally accepted accounting principles) is a type of accounting methodology the employer choses to participate. this procedure is to provide guidance to EA Team members regarding the process implemented by Finance for these employer accounts. 		Every November, Finance initiates the employer engagement process for contracts by sending necessary contact details, templates, and blank contracts to the EA Team. The EA Team then EA Tech Experts a case in VCC and emails employers, using the Finance-provided template and attaching a blank contract. If applicable, an informational document about Cavanaugh Macdonald is also included. Once a signed contract is received from an employer, it's stored in the S:\Actuarial Data\Contracts\PRF directory, under the appropriate year’s folder. Confirmations of returns from employers are moved to the contracts folder. After the initial contact, a follow-up should occur, but not every three days. This is because decision-makers often require time to consider their participation. Cases can be closed once a contract is returned, if an employer decides not to participate, or in February when participation becomes too late, as determined by the Finance team.		Finance-Actuarial				S

				Health Insurance Info letters (Tax Deduction) 		IRS Annual Publication 575 Pension and Annuity Income form sent to eligible members through a  mail merge letter for a yearly tax deduction. 		The annual process begins each January by creating a mail merge through custom queries in Plus Web. After the query returns, the report is exported in Excel format and then saved to the Health Insurance Letter folder in shared folder  P:\Finance\ FY2022\Benefit Disbursements\Health Insurance Letters. Next, the exported worksheet is opened to manually format the received file from Plus Web to prepare for the mail merge process. The formatted data is copy/paste into "Template Input mail merge" found in the P:\Finance shared drive. In the document, the date is entered and the processor clicks Mailings and select the recipient list, verify to check for any corrections. From here, the processor sends an email to the Ops manager, copying the message to Imaging, to notify of the job and provide the number of letters for staffing purposes. An email is also sent to the Mail room to notify them of the print job to make sure enough paper is loaded in the tray. Once approval is received from the Ops manager, the process can proceed for printing letters: one in color to mail to the member, one in black and white to be imaged to the member's account.  		Finance DB				L

				Defined Benefits (DB) RTT Reconciliation - Preparing Worksheet for Reporting		The process to begin reconciliation of Return to Trust (RTT) received from State Street Corporation (SSC) against the payment registers’ reversals and adjustments received from SSC. 		To process DB RTT Reconciliation requests, Finance opens the old file found in the P: Shared Drive. P:\Finance\FYXXXX\Benefit Disbursements\YYYY.MM\1. Monthly. Finance updates the month ended date and clears old data and updates additional data in other tabs by opening the payment registers, filtering columns, and copying and pasting data. Then, Finance checks the data and confirms its correct. Here are some of the manual steps involved in the process: Opening the previous month's file and saving it as the current month's file. Updating the month ended date. Clearing data for some tabs. Updating the "FYXX Balances" tab. Copying and pasting data from the "FYXX Balances" tab to the "Register RTT Recon" tab. Verifying that the Verification total for YTD FYXX Balances is zero. Lastly, ensuring that the Verification column for the month is zero.		Finance DB				L

				Finance Calendar Setup		The DB Finance Check Calendar is EA Tech Expert to provide Operations and Finance with both internal and external deadlines to prevent delay in processing member benefit payments.  Multiple reviews by Finance Benefit Disbursements staffs are required to eliminate the risk of entry errors.		SSC provides INPRS with the next year's calendar for processing dates. INPRS reviews the calendar and proposes any additional weekly check run dates that are needed. INPRS EA Tech Experts a draft of the Disbursements Processing Calendar. The draft calendar is reviewed and approved by Finance. The final calendar is uploaded to INPAS to set the plan pay periods for the year.		Finance DB		Disbursement Bank & Operations		M

				Overpayment Dispositioning		The process of determining what to do with an overpayment once it has been identified.		Overpayment procedure is used by the Finance Disbursement group at the Indiana Public Retirement System (INPRS) to ensure Overpayment information provided by the Operations group could be used to submit reclaim.		Finance DB		Operations		x

				DB Stale Check Research		Process for determining checks that are stale.  		Finance analyst obtains outstanding check list report.  Determines checks that are stale.  Finance analyst obtains SSC purge list and verifies list against the stale checks from outstanding list. Requests to reissue - call center or OPS sends Finance request to void or reissue BNYM.  Reconciliation and analysis - pull prior month reconciliation.  Update all new purges, voids and reissues added for each fund.  Update Hubble report.  Verify totals for each fund tie to Hubble report.  Research GL and verify what was missed between GL entries and what was listed as purge, reissued/void on tracking file.   		Finance DB		Call Center , Operations		M

				Finance Overpayment Procedure: Process from BOR to Disbursement Requests		The finance process steps when Benefits submits Overpayment paperwork to Finance for processing. 		Finance process kicks off when a Benefit Overpayment Request (BOR) is emailed from Benefits to  Finance with a manually filled-out spreadsheet. The BOR is located on Shared Drive: P:\Member Benefits\Overpayments\Copy of Benefit Overpayment Request (Effective 10-17-2019) updated 12-22-20.xls. Finance reviews the BOR and determines the terms of repayment. Finance sends Benefits a Notice of Overpayment NOT due to Death Log. This log is located at P:\Benefit Disbursements\Overpayments\Log\Notice of Overpayment NOT due to Death Log v1.xlsx. Disbursements Request are completed through a Microsoft SharePoint Form, completed manually. Finance processes the Disbursements Request and sets up a monthly deduction to satisfy the overpaid amount. Finance updates the Overpayment Log (Benefits). This log is located at P:\Member Benefits\Overpayments\Processing - Overpayment Log\Overpayment Log (Benefits).xlsx. If the member experiences financial hardship, they can submit an Overpayment Recoupment Declaration of Hardship (State Form 57154). This form is located at P:\Member Benefits\Overpayments\Overpayments\Overpayment Recoupment Declaration of Hardship (State Form 57154).		Finance AR		Operations		L

				Monitoring of DB, DC, AR Mailboxes 		How Finance areas monitor their corresponding shared mailboxes.		Staff monitors daily the DB and AR mailboxes and the process for handling some of the requests is embedded within several procedures as it depends on the topic of request.  There isn’t just one procedure.  The DC mailbox is owned by Christine Davis’s team.  		Finance				M

				Pension Disbursement Weekly		Process for processing weekly pension benefits		The process for processing weekly pension benefits begins with calculating and auditing the benefits in INPAS. The pension benefits are then processed using INPAS, and the data is reconciled to ensure accuracy. A check run is prepared by entering the necessary data into INPAS. A file is created that contains the data for the check run, and the file is processed to create the check run. Any necessary adjustments are made to the check run, and the data is reconciled to ensure accuracy. The check run is finalized and submitted for processing, and the benefits are paid out on time. A journal is created to record the disbursement.		Finance DB				L

				 Pension Disbursement Monthly 		Process for processing monthly pension benefits		Monthly pension benefits are calculated and audited in INPAS by Operations.  The payment  run is processed in INPAS by Finance Benefit Disbursements group for both PERF/Non PERF and TRF/GSSP funds in accordance with the Finance/Operation calendar agreed to by SSC and INPRS Finance.   Reconciliations are used to ensure the accuracy and timely processing of member benefits by using control totals from the check run to validate the extract file and adjustments, confirm totals against SSC reports and authorize funding to SSC. Check run preparation.  Check run extract processing.  File processing.  Make adjustments to monthly check run in Plus Web.  Monthly extract reconciliation.  Finalize check run.  Monthly funding.  Journal for monthly disbursement.  		Finance DB				L

				Rush Off-Cycle payments entered manually may require subsequent setup		The steps to process special payment request that fall outside of a scheduled weekly or monthly check run and to ensure the payment is approved by management, reconciled, and funded to State Street. 		Process the request as non-taxable and non-reportable under the Account ID "NTAXPRIOR" and use the template for "Stale and Not Reportable Disbursements". Submit a request to AR via email to set up an invoice for the amount of the request using account 511510 and provide the expected date for payment to be received (weekly check run date). The payment will also be pulled into a weekly check run extract. Watch for the weekly check run that the payment falls on and add deduction "ATTACH1(INA02)" for the net amount paid and due back to INPRS. When funds are received in INPRS JPM Chase Bank Account (from ATTACH1(INA02) deduction), AR will send EA Tech Expert a receipt and apply to the AR invoice previously from EA Tech Expert.		Finance DB		Operations		L

				Finance: DB Line of Duty Special Death Benefit Check Process 		To provide the steps in processing an off-cycle Line of Duty payment to ensure the payment is approved by executive management, to fund the payment at the disbursing bank, and to record it in the financial statements. The Special Death Benefit Fund (SDBF) pays death claims to the beneficiaries of public safety officers or state public employees who died in the line of duty. Management review is required to ensure approval of the payment to be processed outside of INPAS system.		Receive Approval Claim Form from Operations Benefits Manager; review documents for completeness; request funds from Investments; Investments confirms funds; log in to Plus Web; run Trial Balance and Tax Report for SPDB BENE manually; complete Line of Duty Worksheet; sign; combine PDFs into one file; send email to SSC to pull check; SSC sends funding memo with settlement date; combine following documents into one PDF: SSC funding request cover letter; SSC funding Summary Report; Funding Summary; Lumpsum Reconciliation; Special Payment Request; SSC Trial Balance Grand Totals page; SSC Tax Report Grand Totals page; save combined file in shared drive; email shared location path to Finance DB Manager for review; Finance staff member completes ADI Journal Entry using "Line of Duty" Worksheet; submit to Finance within 2 days of payment date; SSC sends check via overnight courier; email Manager of Benefits to pick up check and sign copy; send backup files to Imaging.		Finance DB		Operations		L

				ACH Reject Log		ACH rejects occur when INPRS's 3rd party vendor for payments receives notification that the payee's payment was rejected at their bank. This can be due to a closed account, change of accounts, death of payee, etc.		Finance adds new ACH rejects records to the ACH Reject Log as received. Operations uses this information to suspend the account from future payment and mail member ACH Reject Notification letter with instructions on actions required. ACH reject list is provided by SSC every morning via email. Finance Accountant reviews the list daily, saves the list and manually copies the information to ACH Reject log for that month. Rejects start coming in the day after the monthly payment date, based on the fund and finance monthly extract.		Finance DB		Operations		S

				Member Death Certificate Request from ISDH		This process is where legal requires a death certificate for a member. 		The Legal department sends a request to finance to request a death certificate by filling out a form provided by ISDH(state form 49606). Finance sends the completed form to ISDH, the death certificate is mailed to INPRS and Imaged into the member's account. Email is sent from business support to legal notifying them the death certificate has been received.		Finance DB (Denise Lekse & designated staff (not Finance))		Legal		S

				Finance DB RTT Reconciliation - Monthly Reconciliation Process		Process for Monthly reconciliation of Return to Trust (RTT) received from State Street Corporation (SSC) against the payment registers’ reversals and adjustments received from SSC. 		Update the RTT Tab by copying data from the RTT File received from SSC. Update the Register RTT Recon Tab by creating a new tab and copying data from the associated Month Reg Tab. Verify that all accounts are captured and no duplicates exist. Update the 136130 Aging Report Tab by copying the excel version of the report provided in email. Perform formulas for uncollectible and collectible items. Review accounts with balances. Compare remaining collectible balances against AR Aging. Submit to Manager for Review.		Finance DB				L

				Finance DB RTT Reconciliation - Year-End Reconciliation Process		Process for year-end reconciliation of Return to Trust (RTT) received from State Street Corporation (SSC) against the payment registers’ reversals and adjustments received from SSC. 		Update the RTT Tab by copying data from the RTT File received from SSC. Update the Register RTT Recon Tab by creating a new tab and copying data from the associated Month Reg Tab. Verify that all accounts are captured and no duplicates exist. Update the 136130 Aging Report Tab by copying the excel version of the report provided in email. Perform formulas for uncollectible and collectible items. Review accounts with balances. Compare remaining collectible balances against AR Aging. Identify and remove any remaining collectible balances. Submit to Manager for Review.		Finance DB				L

				Finance DB RTT Reconciliation - New Fiscal Year Reconciliation Process		Process for new fiscal year reconciliation of Return to Trust (RTT) received from State Street Corporation (SSC) against the payment registers’ reversals and adjustments received from SSC. 		Update the RTT Tab by copying data from the RTT File received from SSC. Update the Register RTT Recon Tab by creating a new tab and copying data from the associated Month Reg Tab. Verify that all accounts are captured and no duplicates exist. Update the 136130 Aging Report Tab by copying the excel version of the report provided in email. Perform formulas for uncollectible and collectible items. Review accounts with balances. Compare remaining collectible balances against AR Aging. Identify and remove any remaining collectible balances. Clear all data from the Month Reg and Month RTT tabs. Save the file with a new name.		Finance DB				L

				PERF_TRF Credited to Fund Reinstatement (DC)		To ensure previously credited account balances of members who have returned to work or terminated members requesting a distribution are funded and reinstated to a member’s account.  Funding is sent from the applicable DB plan to the DC clearing account for posting to the member account by VOYA.  		The member calls requesting a distribution or Voya identifies a member is rehired through reporting of wages and contributions. VOYA processes the request through the Financial Interface file and submits a weekly email (Finance DC Mailbox) with a list detailing the funding required from the applicable DB plan.  To verify accounts to be reinstated, requests are checked against  the Creditable Transfers list maintained by INPRS in a file downloaded from a Sponsor Web report.  If the account is listed, a wire transfer for funding is submitted for approval in BNY Mellon Nexen.  Upon approval, INPRS DC Team member responds to Voya’s email indicating funding has been submitted. VOYA then processes the reinstatement.		Finance DC				M

				Transfer of Liabilities		This process supports the Service Credit Transfer process to move the money after the service credit is moved by operations between PERF and TRF.		This process is triggered after a service credit transfer is completed by the operations department during retirement processing. Finance pulls reports in IRP to identify the service has been moved. 		Finance DB		Operations		M

				Check Pulls                                                              		Manually removing a payment from the payment file due to timing of the request.		A death notification is received for a pension recipient. The benefits area emails finance that the member should not get paid and the payment needs removed from the payment file going to SSC. Finance removes the payment from the file. This typically happens as a last-minute change to the payroll file (prior to it being provided to SSC) in the situation where the member passes away and they can avoid a payment going to the member that shouldn’t (overpayment).		Finance 		Operations		L

				Restore DC Balance - Interest Adjustment Procedure		Process that allows public retirement organizations to restore the DC balance of a participant who has experienced a loss due to interest rate fluctuations.		Open the Interest Reinstatement Worksheet, housed in the P: shared drive. Enter the member's name and PID, annual composite rate of interest, credited DC (ASA) balance, interest effective date, date the balance is being restored, the sheet automatically calculates, then it is emailed to Finance for adjustment. Then, Finance staff use the DC Reinstatement Request form with member name, member PID, request to restore balance as of <date>, total interest due <dollars> and then Finance will respond once the balance has been restored. Shared mailboxes are necessary. There are also manual options to attach supporting documentation, but it must be sent in another, separate email. 		Finance DC, Operations		Benefits		L

				Appeals		The member disagrees with a decision INPRS has made and wants it reviewed by our legal department.		INPRS issues a determination/decision (service credit, FAE calculation, change to some record or decision) via email or mail and the member disagrees with the decision. They submit an appeal form (on our website) and then the form goes from the business support area to legal for research and final determination or additional legal action. Legal cannot access member notes directly, so requests must be opened to access notes about Benefit Calculations. Operations areas are also consulted as needed.		Legal				L

				Subpoenas		There is a procedure entitled Legal Response Procedure:  subpoenas/requests for production .		The process is triggered when INPRS receives requests from courts and attorneys representing members or spouses of members that require a formal response from the Legal Department.  This procedure explains how to EA Tech Expert the necessary response. The steps are:  1.Upon receipt of subpoena, court order, or authorization to release confidential information signed by member, record the RFP (request for production) on the excel tracking log.  2.  Research member account information.  3. Draft response to match RFP.  4. Respond to each item in RFP.  5. EA Tech Expert and sign records certification. 6. Have general counsel sign response and notarize the affidavit.  7.  EA Tech Expert folder on network drive and save completed and signed response in member's folder. 8.  Send completed response to attorney as directed by RFP via US Mail, fax, or electronic mail.  Make sure reference to SS Number has been redacted. 9. send copy of response and RFP to imaging. 10.   Note member account in INPAS indicating the response was sent.  11.  update tracking sheet with date sent.  		Legal				L

				Restitution Process		This procedure outlines the steps to perform when a request for criminal restitution is received		This procedure starts after receipt of a court order from a US District Court attorney or a Prosecuting Attorney or the Attorney General requiring restitution from a member of one of the funds. A note will be entered into INPAS, the court order will be reviewed, a response is provided to the member via mail. If it is determined the legal hold is not acceptable, the legal assistant will send a written response to the sender the restitution request will not be honored. If the order for restitution order is valid, a Legal hold is placed on the account, the legal assistant or general counsel will enter the appropriate information into INPAS, the information will update the census file which is transmitted to Voya and Voya's system will update RK system with the hold flag. Legal notifies INPRS operations staff via email  and updates a tracking spreadsheet on the S drive. OSM will calculate the appropriate amounts to apply as a hold/levy/garnishment. INPAS notes are added by the Legal assistant, the member is notified by mail by operations, operations will notify legal by email the payment amount, and other details of the garnishment/levy/hold. all documentation is sent to imaging by legal. the garnishment is monitored and the legal assistant will review the notice to make sure it is acceptable. inpas is updated periodically and when the restitution has been satisfied, legal notifies ops and finance via email the order ended. the tracking spreadsheet is updated by the legal assistant. Ops will end date the order in INPAS, update notes, and finally legal will send any additional documents to imaging. 		Legal 		Benefits, Finance, Business Support, Voya

				Tax Levy		The procedure covers the process for notices of levy received by INPRS from the IRS. 		The process is triggered when IRS sends notification of Levy.  Systems involved are INPAS and Payroll Vendor Portal.  Business Support  Imaging scans and indexes notification.  Business Support auto deduction worklist is triggered.  OPS researches member monthly benefit and exemption.  If it is determined levy shouldn't be processed, Levy is returned to IRS.  If Levy should be processed , notice is sent to member,  and member response is due within 15 days.  Business Support imaging scans and indexes the member response.  If exempt (less than the lowest amount exempt from levy) , Levy is returned to IRS.  If not exempt, Process Levy in INPAS for tracking purposes only.  Notify Finance via email.  Process in external payroll vendor portal.  If the member works out a payment plan with the IRS or otherwise pays the balance of funds owed, the IRS will issue a release of Levy. If INPRS receives a release of the Levy the following steps should be taken:  return triggers the deduction workflow.  Verify member account and confirm there is a current levy applied.  Verify the amount in SSC.  In the deduction workflow, add an end date to the tax levy.  Notify OQM to complete deduction end date audit via email and include Finance to request Tax Levy has been released to allow SSB to be updated. Note INPAS.  Provide notification of release to member.  		Legal 				M

				Benefit Estimates (MA Process)		The Member Advocate (MA) process to assist members in creating a benefit estimate on behalf of a vested member.		The member calls, emails or a handoff case is sent from Voya to make a request for an estimate that cannot be completed in the call center, the MA manually completes the “Trigger Business Processes” form in INPAS. The Benefits team generates the member's estimate and complete and mail the request to the member within 30 days.		Member Advocate		Active Service		M

				Benefit Estimate (PERF/TRF/'77)		The process to assist members in creating/receiving their Benefit Estimate. 		The member calls, emails or a handoff case is sent from Voya to make a request for an estimate. The Rep. verifies the member’s identity and est. date of retirement. From there, the Rep. offers to walk the member through the process or offer to  run an estimate  for the member in the Self-Service Option.
If running an estimate for the member, the Rep. provides applicable pension options and amounts, as well as explaining pension options. If applicable, the Rep will print the estimate and send to Imaging.		Member Advocate				M

				Death Notification Procedure (MA/EA Process)		This procedure provides guidance to Tier 2, Member Advocates (MA) and/or Employer Advocates (EA) on how to handle notification of death of a member.		A member's relative, friend or employer may call to report the passing of a member. Members who are active, terminated or not in a retired status will be handled and collected by Voya's death claim process. For those collecting pension payments, Voya CSA will collect the reporting individuals information and members information and EA Tech Expert a task in task manager. The task will be assigned to the death team at INPRS. If the death is reported to a T2 or employer advocate, information is collected from the call and entered as an event into BPM death tracker, education is provided and a note is entered on the account. 		Member Advocate		Death Team (FBI)		M

				Duplicate 1099R Reprint		If a reprint of a 1099 is required, the majority of these requests are processed by the T1 team. 		Voya is responsible for all duplicate 1099R request. IRS requires 1099Rs to be furnished by Jan 31 of each year so no duplicate request will be accepted until after that date. T2 will assist in April  to ensure members can receive the document in time to meet the IRS filing deadline, as Voya cannot email or fax duplicate 1099R.		Member Advocate				M

				Verification of Benefits (Letter)		The Member Advocate (MA) Team produces a letter to verify a member’s pension (retirement) benefits		A member or requestor contacts INPRS by phone, email, fax or mail to request a Verification of Benefits (VOB).  Once request is received, Member Advocates (MA) researches the account in MyPenPay and  INPAS to confirm the type and amount of benefit. MA chooses the appropriate template and completes it with member's personal information. The letter is sent thru preferred method and sent to the requestor. A copy is sent to Imaging.		Member Advocate		Imaging		L

				Cancelled Retirement Application		Members can cancel their retirement application if it has been submitted and it is prior to the scheduling of the first benefit payment (application can be cancelled by MA as long as status is not retired)		A member contacts INPRS and requests to cancel their retirement application. Tier 1 can assist the member with the submission. First, the member will login to myINPRSretirement and a "Welcome Back" screen will appear. The selection to delete the application is completed from here. If it is after the retirement date listed in the RAC, tier 2 will handle the call and can cancel the application as long as it is not in a retired status. To get the application unlocked, a request has to be sent to management so the application can manually be unlocked.		Member Advocate				M

				Negative Experience (Member/Employer complaints, admin reviews, survey results, focus groups)		The process for Member Advocates (MA) and Employer Advocates (EA) to track, process and follow-up with member or employer complaints/inquiries, Feedback from member surveys. 		A member calls and voices a complaint/dissatisfaction or the MA determines that a future complaint may arise. The MA authenticates the call, identifies the situation, and fills out the Regular Complaint and Inquiry Template. The MA sends an email to the appropriate department, copying the MA Team Supervisor. After this, the MA will manually setup a Task List in Outlook. The task is EA Tech Expert by manually copying and pasting the email subject and body of the email to the task. The MA assigns and follows-up with the member. Notes will be updated during each interaction until the issue is closed.		Member Advocate				L

				Call Center Requests to OQM Mailbox		Process to different requests received in the OQM shared email box. Example: Divorce Value Letter (Balance Requests)		Balance Request – if the requested date is 1//1/2018-Present, we can pull from Voya. 7/10/2010-12/31/2017, requests are sent to the Finance DC shared email box. Email OQM shared email box for requests prior to 7/10/2010.                       		Member Advocate		OQM, Finance		S

				Processing Member Inquiries - T2		Members inquire about general information, eligibility to retire, retirements and retirement benefit questions, check balances, overpayments, deaths, RMBA questions, post retirement medical benefit questions, line of duty questions, Conduent questions, how to make changes (tax withholdings, method of payment , etc. , vendor questions (example: KBA, MetLife, Anthem, RIPEA, etc..), how to fill out forms,  where to find information, to voice concerns about new legislation, inquiries after reduction in benefits (example student), etc.  		Members call, email, chat, and ask questions. Member advocate uses resources and all applicable systems to answer the inquiry of the member.  If the information is in the system, the MA will relay it to the member.  Once research is complete and the answer cannot be confirmed then the MA may reach out to another appropriate area for assistance or completion of inquiry.  This is done so by sending emails to the appropriate email boxes and waiting for other departments to provide answers.  The MA is require to follow up with the member until case is complete which can include multiple email follow ups to ger resolution.  Once the MA has the answer, they will provide it to the member.  MA's must access multiple sites to view information.  It is cumbersome to see history of accounts.		Member Advocate		ALL INPRS		L

				Process of Mailing Forms to Members		Send approved forms to members through postal mail.		This process is triggered when a member calls to initiate a process where a form is needed and requests the form to be mailed. To mail forms to members, the process begins once the letter has been approved. Once approval is in, print 2 copies of the letter to Tray 1 of the INPRS Mailroom printer. Certain situations cause a letter to be manually EA Tech Expert, such as: member needing it to a different address, or special letters without templates. 		Member Advocate				M

				(MA) Team Return/Lost/Stale-Dated (Purged) Check Procedure		Guidelines for Member Advocates when handling a member inquiry about a returned, lost, or stale-dated (purged) benefit check. 		Authenticate the call, then Research the member's account and confirm the date of the check. Review the member's account in PLUS Web, If the check is not purged, the call goes to Voya. If the check is purged, a Disbursements Request must be submitted manually to Finance through a Microsoft Form. If the check is voided, the manual Disbursements Request must be submitted to Finance.		Member Advocate				M

				RMBA Active Member Calls		Process of how the call center assists members with RMBA questions.		Call comes into T1, they evaluate if it is a retired or active member and directs to appropriate area.  Tier 2 handles active member RMBA inquires that can include balance and eligibility questions.  Tier 2 accesses a spreadsheet provided by INPRS finance that provides active member balance information.  KBA handles any retired members.		Member Advocate		Finance		S

				Processing hand off cases from T1		A handoff case is a method used to transfer tasks between VOYA and INPRS for fulfillment.		Process begins when T1 EA Tech Experts a hand-off case. This case is assigned to a MA by the designated MA. Next, the MA locates the case, works on the case until it is closed. Handoff requests arrive from tier 1 due to the MA team being unavailable to take the call. Handoff cases are generally members who are requesting information that should come from MA experts, rather than Tier 1. 		Member Advocate 				L

				POA/Guardianship		Submission of POA documentation with the Call Center.		When POA documentation is received by Tier 1, they will: Validate the document against the POA Checklist and State Law Requirements to ensure it is in good order (IGO). If the POA is not in good order (NIGO), Tier 1 will direct members to the Limited Power of Attorney for Members and Recipients (State Form 49614). Tier 1 will also provide written notice of the rejection to the member as outlined in the Voya Administrative Document: Power of Attorney Process document. Once POA is IGO an alert is placed on the account with information regarding the POA.		Member Advocate 				M

				Reduction in Benefits: MA Research Process		How MA's research a member's question about a reduction in their benefits. 		Since the reduction would be an INPRS caused item the advocate would review INPAS notes to see if there is any information about the deduction.  If there isn’t any  information in notes, they may investigate FileNet or other resources to try to determine the reasoning.  The advocates are not supposed to make any assumptions on the phone, therefore, unless it is clear what the reduction is from, they would do research and offer a call back within 3-5 days.		Member Advocate 		Finance, Benefits, Deaths		M

				Data Correction Process		Manual process to submit corrections to member data.		Member provides information to correct. A SharePoint form must be filled out (Data Correction form), saved, and then emailed to dataentry1@inprs.in.gov. This process is completed if we have supporting documents in the member's account. If we do not have supporting documents, the member would need to complete the Member Data Change form with required documents. 		Member Advocate 				M

				Address Change - Indicative Data Change		Process for MAs to assist member updating data (name, DOB, SS#) to maintain the member data integrity of the member’s INPRS account.		Process starts when a member contacts the call center. First, authenticate the call, gather caller information, research the caller's account in FileNet, and if there are documents on file that allow INPRS to make the change without further documentation, send an email to INPRS Data Entry filling out the Internal Data Correction template. If there are no documents on file or if the documents on file are not sufficient, ask the caller to submit the Member Data Change form and supporting documentation.		Member Advocate 		Data Entry (Business Support, Ops		M

				Service Credit Review (SCR)		Member calls to inquire/confirm service on account is accurate.		Pull the inquiry request from the worklist in INPAS. Review the member's request and determine what information they are looking for. Email the member to confirm their request and ask for any additional information they may have. Review the member's INPAS record for any relevant information. Manually pull any documents in the member's file, such as membership records, refund claim forms, and purchased/transferred service documents. Use Looker (IRP) to determine if the member has any hybrid service. Use Looker (IRP) to determine if the member is enrolled in the Hybrid Fund or My Choice Plan. If the member has PERF service, use the Sunny Day Creditable Service Worksheet to complete the employer information and dates. If the member has TRF service, use the TRFF SCA worksheet to complete the employer information and dates. Email the Employer Advocate Team to contact the employer for any missing employment dates.		Member Advocate 		Active Service		L

				MA & Outreach Monthly Retirement Services Consulting (RSC) Appointment Reporting		Process to manually pull reports for counseling and workshop appointments.		Month end triggers the Outreach team to pull reports from Time Tap for workshop attendance and appointments completed. Metrics are added to metrics PowerPoint slide.		Communications				S

				Annual Member Statements (AMS) (reprint, corrections)		The procedure to cover the access, reporting or correction of AMS statements.		AMS statements can be found on the participant's website, where the member can also run a dynamic statement. This dynamic statement has similar content to a quarterly statement. Reprints: T2 can assist the member in reprinting the AMS statement or running the dynamic statement. Corrections: If there are errors in the AMS statement, the response will vary depending on the issue. If there's an issue with the service, Tier 2 would review the details in Looker/INPAS, which may lead to a service credit review. Corrected AMS statements are not sent out; members would need to wait until the next year for the corrected statement. However, they might receive other documentation that confirms the correction was made, depending on the nature of the correction.		Member Advocate		Area involved is typically active service        Situationally it could be one of many areas depending on what is happening.  Ex: If member disputes service, we follow SCR process 		M

				Fraud policy & procedure		Process for identifying and reporting fraud.		Process is triggered when staff or others report fraudulent activity.  Normally this starts with person who discovers fraudulent activity informing their manager.  Then the fraud working group & others depending on circumstances are informed as will be outlined in the new policy and procedure.  The newly formed  Fraud Working Group will be working on the new policy and procedures.		Legal		Internal Audit/Benefits/Finance		L

				Accounts Receivable (AR) Hero's Honor Death Benefits		The process of preparing invoices and maintaining participant coverage requests received from participating sponsors or employers who participate in the Hero's Honor Program, which provides a death benefit for emergency medical service providers.		The process begins when Finance receives Enrollment Form through the EA Team via the Employer. AR Accountant reviews the form, cross-referencing covered individuals' number with participants' names. AR Accountant verifies the customer in EBS based on the employer's name on the form. If a match with an ER suffix is found, AR Accountant completes the invoice. If no match is found, AR Accountant EA Tech Experts a new customer. Next, the AR Accountant EA Tech Experts an invoice with the required details and reference "SPECIAL DEATH BENEFIT COVERAGE." AR Accountant attaches backup documents, including the enrollment form and email request, to the invoice. The invoice is printed to PDF and emailed back to the original requestor, with a copy filed in the appropriate employer folder. 
Special Death Benefit Yearly Tasks: AR Accountant contacts EA Team and Communications around mid-September each year for Hero’s Honor Program communication efforts. AR Accountant runs the "433120 Other Contribution Reconciliation" report from Hubble in mid-December, end of December, and March each year. The report is saved and compared to the previous year's data. Contacts for employers without this year's form are identified and emailed to EA Team for follow-up.		Finance

				State Privatization		This process outlines PERF withdrawal process accompanying privatization of state agency or definable classification of state employees pursuant to IC 5-10.3-6-8-9 		1. Notification from the State: - INPRS is notified by the state when a group of employees is privatized and therefore no longer eligible for PERF. - The Governor's office forwards a letter and a list of affected employees, indicating the effective date their PERF coverage terminates. 
2. Initial Tracking and Assignment: - The EA updates the "Withdrawal Tracking Sheet" located on the shared drive. - The task is assigned to the relevant EA team member. - Within 48 hours of assignment, the EA team member contacts the employer for a follow-up. 
3. Documentation: - An electronic folder is created, labeled with the unit name, unit ID, and withdrawal type: "Privatization". - Notes are updated in both INPAS and VCC systems. 
4. Vesting Process (if no additional service is purchased by the agency): - Members enlisted in the Governor's notice, with a minimum of 24 months of service credit, are considered vested. - EA accesses INPAS: - Navigate to Main Menu > Pension > INPAS Administration > Custom Flags. - Search and select the member. - Access the "Vesting Status Override" tab. - Tick the "Vesting Status Override" box. - Input the submission unit ID and the withdrawal effective date. - Save the changes. - A note is added to each member's account in INPAS specifying their vested status due to the privatization of the specified agency. - The VCC system is updated to detail the member's vested status. 
5. Vesting Service Purchase (if the agency purchases additional service): - The EA forwards an email to the Active Service department, enclosing the Governor's letter and any other related documents. - The Active Service department collaborates with the State to buy vesting services as mandated by the statute. - EA makes necessary updates in the "Withdrawal Tracking Sheet". - The State is informed by the EA to halt contributions and dismiss the affected staff in ERM. - EA documents a note in VCC and closes the case. 
6. Withdrawal Tracking Sheet Update: - EA updates the following columns in the "Withdrawals" tab: - SU # - Submission Unit Name - Current Status in ERM - W/D Effective Date - Number of Members Withdrawn - Type of Withdrawal - Funding Status - Date Paid/Date Funded - Date Eligibility Service Added - Eligibility Service Added by - Notes 
7. Consolidated Updates: - All details are entered and updated in the "Withdrawals at a Glance" spreadsheet under the "Full Withdrawals" tab. - All correspondence, including letters, should be sent to the INPRS Imaging Department for archiving.		Employer Advocate				L
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