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What is NCFlex?

µTubuf pg OD't qsf-tax flexible benefits program

ïDental

ïVision

ïCritical Illness

ïCancer

µ161,551 participants

µAvailable to state agency, university and select community colleges

ïAD&D

ïTerm Life

ïHealth Care Spending Account

ïDependent Day Care Spending Account

http://www.aon.com/default.jsp
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NCFlexôs Challenges

ÅFragmented benefits structure/de-centralization of benefits administration
ï State Health Plan (off-cycle enrollment)

ï Retirement Plan

ï NCFlex Voluntary Benefits Program

ï Other insurance plans

ÅComplex HRIS system
ï 16 payroll units

ï Different platforms, capabilities

ÅBureaucratic review/approval process

ÅDiverse workforce
ï Various education levels

ï Spanish-speaking

ï Spread out all over State of NC

ï Acclimate new hires, transfers quickly

ÅCommunication issues
ï Establish NCFlex brand

ï Educate employees on value of pre-tax benefits

ï Move from paper-based administration and communication to self-service technology

ï Communicate consistent messages through multiple channels
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NCFlex Milestones

NCFlex Program 

introduced

Benefits Video

1st Online 

Enrollment 

pilot group

1996 2001 2005

Enhanced 

ncflex.org 

launchedState govôt 

radio ads

200620042003

Enrollment Form 

imaging

Perforated Form

Flexible 

Benefits 

Website 

launched

Benefits Guide & Enrollment Form Enhancements

2nd Online 

Enrollment 

pilot group

727 participants 
161,551

participants 
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Communicating Change

NCFlex Program Initiatives

ÅEducation and awareness
ï Promote NCFlex and increase participation

ï Increase benefits appreciation, understanding benefits 
are part of total compensation

ï Continuity in benefits messages

(State Health Plan, Retirement, etc.)

ÅEmployee self-service
ï Centralize benefits information

ïAccessing materials via NCFlex.org
ï NCFlexOnline.org provides  
ÅOnline enrollment for employees

ÅOnline life event management 

ÅOnline benefits administration for                                                          
decentralized HBR staff

ÅOnline reporting
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Self-Service Initiatives
Communicating Change

evaluate educate engage empower
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Self-Service Initiatives

educate

ÅEnhance informational site (www.ncflex.org)
ï Enhance current website (site structure and navigation)

ï Provide access to more benefit tools & resources

ï Encourage participants to access benefits information online

ÅImplement online benefit enrollment and 

administration system (www.ncflexonline.org)
ï Encourage participants to enroll and manage benefits online vs. 

paper forms

ï Provide online enrollment for 

ÅAnnual enrollment

ÅNew hire enrollment

ÅLife Event (family/employment status changes) administration

ï Provide year round access to benefit information and confirmations

ï Provide centralized database for HBR administration and reporting
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Self-Service Initiatives

µEmployee SurveyÉWhat We Learned
ï Satisfaction levels with current NCFlex.org site

ï Feedback on site structure & navigation

ï Insight as to why participants access the site

µWhat materials do they download?

µWhat areas of the site do they visit?

ï Openness to enrolling online vs. paper form

µNCFlexOnline.org ÉEnrollment Survey Results
(from 2007 Annual Enrollment, scale from 1 = poor, to 4 = excellent)

ï 3.37 °Impression of overall website 

ï 3.28 °Ease of finding benefit information

ï 3.28 °Thoroughness of information

ï 3.28 °Ease of navigating throughout the website
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Previous website

Enhancing Website
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Enhancing Website

µRedesigned ncflex.org using survey results

µEnhancements included:
ï Login no longer required to access communication materials 

(logins required for access to FSA and online enrollment 

systems)

ï Revise current www.ncflex.org site structure to accommodate 

additional content and provide more user-friendly navigation

ï Update website graphics (banner, buttons, etc.) to coincide with 

new site structure, continue with NCFlex brand identity
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Enhancing Website

µHome page is hub of 
website

µAccess general info 
without logging in

µMain menu is listed 
on every page
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Enhancing Website

µContacts, Forms and 
Website links were 
top priority for web 
users

µResource section 
created to keep info 
accessed the most in 
one place
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Enhancing Website

µHot topics are 
displayed directly on 
home page, by date

µUpdated more 
frequently with 
NCFlex benefit 
updates
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Enhancing Website

µCommunicating Change: Educate, Engage, Empower

ïBuy-in from Health Benefits Representatives (HBRs)

µPreviewed site and employee communication 
before launch

µEmail announcement of go-live date

ïParticipants received announcement 
(printed and online)

ïSince June 2006 launch,
over 106,000 web hits

ïParticipants can provide 
ongoing feedback via site
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Online Enrollment System: 

Employee Self Service

µ24/7 online benefit & enrollment 
access

µBuilt-in eligibility and plan rules prevent 
election errors upfront

µYear-round online benefit confirmation 
statements

µReducing data transfer time to product 
vendors via automated secure weekly 
file transmissions  

µDedicated employee call center 
support via 800 #, online chat and e -
mail
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Online Enrollment System:

HBR Self Service

µOnline transaction log providing 
complete audit trail

µOnline reporting from a centralized 
database

µOnline access to employee data and 
benefit election information

µAbility to process employee 
enrollments and status change requests   

µDedicated benefit services support 
team for HBRs via dedicated e-mail 


