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What is NCFlex? q
 State of NC’s pre-tax flexible benefits program

— Dental — AD&D
— Vision — Term Life
— Critical lllness — Health Care Spending Account
— Cancer — Dependent Day Care Spending Account

* 161,551 participants

* Available to state agency, university and select community colleges
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NCFlex’s Challenges cﬂ,ﬂ

Fragmented benefits structure/de-centralization of benefits administration
— State Health Plan (off-cycle enrollment)
— Retirement Plan
— NCFlex Voluntary Benefits Program
— Other insurance plans
Complex HRIS system
— 16 payroll units
— Different platforms, capabilities
Bureaucratic review/approval process
Diverse workforce
— Various education levels
— Spanish-speaking
— Spread out all over State of NC
— Acclimate new hires, transfers quickly
« Communication issues
— Establish NCFlex brand
— Educate employees on value of pre-tax benefits

— Move from paper-based administration and communication to self-service technology
— Communicate consistent messages through multiple channels
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NCFlex Milestones "cﬂlx

1996 2001 2003 2004

2005 2006

Benefits Guide & Enrollment Form Enhancements

NCFlex Program Flexible 2nd Online
introduced Benefits Eprollment
Website Enrollment Form _ pilot group
727 participants launched imaging 1stOnline
Enrollment 161,551
Perforated Form Benefits Video pilot group participants
Enhanced
ncflex.org
State gov’t launched

radio ads

NCFlexOnline.org
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Communicating Change NCE(EY

NCFlex Program Initiatives

 Education and awareness
— Promote NCFlex and increase participation

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

— Continuity in benefits messages
(State Health Plan, Retirement, etc.)
- Employee self-service

— Centralize benefits information

— Accessing materials via NCFlex.org
— NCFlexOnline.org provides

Online enrollment for employees
Online life event management

Online benefits administration for
decentralized HBR staff

Online reporting
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Self-Service Initiatives
Communicating Change
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Self-Service Initiatives NCF“X

 Enhance informational site (www.ncflex.org)

— Enhance current website (site structure and navigation)
— Provide access to more benefit tools & resources
— Encourage participants to access benefits information online

* Implement online benefit enroliment and

administration system (www.ncflexonline.org)

— Encourage participants to enroll and manage benefits online vs.
paper forms

— Provide online enrollment for

* Annual enrollment

* New hire enroliment

 Life Event (family/employment status changes) administration
— Provide year round access to benefit information and confirmations
— Provide centralized database for HBR administration and reporting
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Self-Service Initiatives NCF“X

* Employee Survey—What We Learned
— Satisfaction levels with current NCFlex.org site
— Feedback on site structure & navigation

— Insight as to why participants access the site
* What materials do they download?
* What areas of the site do they visit?

— Openness to enrolling online vs. paper form

* NCFlexOnline.org—Enrollment Survey Results
(from 2007 Annual Enrollment, scale from 1 = poor, to 4 = excellent)

— 3.37 — Impression of overall website

— 3.28 - Ease of finding benefit information

— 3.28 — Thoroughness of information

— 3.28 — Ease of navigating throughout the website
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Enhancing Website

Previous website

Office of State
PERSONNEL

' m Flexible Benefits

Resources Welcome to the State of North Carolina’s intranet site.
The NCFlex Program is administered through the Office of State Personnel (OSP).

Hot Toni OSP also maintains this website.
ot Topics

2006 Enrollment
Guide

Forms

Imputed Income This site is your news source for current benefits-related information. The State updates
this site manthly or on an as-needed basis. Click on the links in the left navigation menu
Video to review the resources available.

Please visit NCFlex's Flexible Benefits site for additional benefits resources.

News Flashes

Spanish E

Materials

Where to Find
Wore
information
Online
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Enhancing Website "‘ﬂﬂ

* Redesigned ncflex.org using survey results

e Enhancements included:

— Login no longer required to access communication materials
(logins required for access to FSA and online enrollment
systems)

— Revise current www.ncflex.org site structure to accommodate
additional content and provide more user-friendly navigation

— Update website graphics (banner, buttons, etc.) to coincide with
new site structure, continue with NCFlex brand identity
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Enhancing Website
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Office of Stote
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| HOT TOPICS | GENERAL BENEFITS INFO | RESOURCES

e Home page is hub of
website

* Access general info | Flexible - websties
without logging in

e Main menu is listed Welcome to the NCFlex Flexible Benefits Site

Resources =

= Contacts

Benefits

o ) . Hot Topics =
O n eve ry pag e The Office of State Personnel (OSP) administers the NCFlex Program. This wehsite is
a convenient way to access your NCFlex benefits information. OSP updates this site = Your NCFlex New Year's Checklist
manthly, or on an as-needed basis. If you would like to provide feedhack regarding this {posted 1/3107)

site, you may do so here. = New Flexible Spending Account (FSA)

*This site is bestviewed using Netscape 4.77 or higher or Microsoft Internet Explorer 5. Claims Address {(posted 11/8/06)
= Disclaimer = MNewtothe State? (posted 10/25/06)

= Considering a Flexible Spending
Account (posted 10/25/06

General Benefits Information - = Mare Topics
= 2007 Form Enroll Guide = Cettificates
= 2007 Online Enroll Guide = Notices
= Benefit Highlights = News Flash
= Freguently Asked Questions = Yideo

= |mputed Income Calculatar
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Enhancing Website

Office of Stote
PERSONNEL

HOME | HOT TOPICS | GENERAL BENEFITS INFO | RESOURCES Adobe Download Helpful Hints Sitemap
e Contacts, Forms and

. Resources »
Website links were e L.W - o

i i . l ‘bl s ‘Websites
top priority for web .n. & ‘ sl
users - N

Y Resou rce SeCtiO N Welcome to the NCFlex Flexible Benefits Site

Hot Topics =
. The Office of State Personnel {(OSP) administers the NCFlex Program. This website is
C re ated to kee p I nfo a convenient way to access your NCFlex benefits information. OSP updates this site = Your NCFlex New Year's Checklist
monthly, or on an as-needed basis. Ifyou would like to provide feedback regarding this {posted 1/3/07)
° :
accessed the most in site, you may do so here. = New Flexible Spending Account (FSA)
*This site is bestviewed using Netscape 4.77 or higher or Microsoft Internet Explorer 5. Claims Address (posted 11/8/06
On e Iace = Disclaimer = MNew to the State? (posted 10/25/06)
p = Considering a Flexible Spending
Account (posted 10/25/06
General Benefits Information = = More Topics
= 2007 Form Enroll Guide u Cettificates
= 2007 Online Enroll Guide = Notices
= Benefit Highlights = News Flash
= Freguently Asked Questions = Yideo

= |mputed Income Calculatar
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Enhancing Website o

Office of Stote
PERSONNEL

| GENERAL BENEFITS INFO | RESOURCES Adobe Download Helpful Hints Sitemap

h' (- F I g Resources =

= Contacts

* Hot topics are - Con
displayed directly on S| Flexible - Websis
home page, by date N

e U pd ated more Welcome to the NCFlex Flexible Benefits Site
frequently with The Ofceof Stte Perscnnel (O3F)atmiites e NCFIexProgram Triswabsters 1o 22 €7

a convenient way to access your NCFlex benefits information. OSP updates this site = Your NCFlex New Year's Checklist

N C F I b f’t monthly, or on an as-needed basis. If you would like to provide feedback regarding t'1s (posted 1/3/07)
ex e n e I e I s New Flexible Spending Account (FSA;

*This site is bestviewed using Netscape 4.77 or higher or Microsoft Internet Explol 2r 5. Claims Address {(posted 11/8/06)
u pd ates = Disclaimer = MNewtothe State? (posted 10/25/06)

= Considering a Flexible Spending
Account (posted 10/25/06

Benefits

General Benefits Information - = Mare Topics
= 2007 Form Enroll Guide = Cettificates
= 2007 Online Enroll Guide = Notices
= Benefit Highlights = News Flash
= Freguently Asked Questions = Yideo

= |mputed Income Calculatar
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e Communicating Change: Educate, Engage, Empower
— Buy-in from Health Benefits Representatives (HBRs)

* Previewed site and employee communication
before launch

e Email announcement of go-live date A — ¥

— Participants received announcement
(printed and online)

— Since June 2006 launch, e
over 106,000 web hits E—

— Participants can provide —
ongoing feedback via site —

13
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Online Enroliment System:
Employee Self Service

e 24/7 online benefit & enrollment
Fun ol Yot
access l Fasouk

* Built-in eligibility and plan rules prevent
election errors upfront

Welcome to ¥
NCFlex Benefits =

Watcoms Test Name 10 NCFlee

Youn bsies 20 chinys beft 0o enr off s your Devefits,

e Year-round online benefit confirmation
statements

You tumently belong to the DOA-OMCe of State Personeel
agency, T neeum hﬁﬂg 9 O UPdats your Sency
Infematon, pleass i

Az a raw employes of the Stste of North Carciing

Mt g o You may ol o afry of 3l of the NCFlex bersa(its bsted
. . .‘_mhﬂnwb -3-.3”5-: ro:‘: les r_nﬂl;"r. elu:'-qrn: Informiation Centor within
v W G3YS of pour R of hre
e Reducing data transfer time to product ||
o Camenl hmatabor - Law o Toleam sooul hege dersits, chok on the beneft nams
* Opbon it n he NCFlex -Jn]r.e Berefts infurmation Center on the
vendors via automated secure weekly - ot oo s sron
. . . - mumnu o Toteginenroliment for hese benelts, chox he "Bl
v COunline™ buto
file transmissions s "
» Velurtaw Ocoup Tem AL 3oy i during the year, wou can wew plan Infsenadon for
Lt hasece your NCFlex benedls Visil the NCPex Onine Benefls
= NCFhex Onlne Infoematon Cerder for detaiis
Benutte ot 2 Glanse

* Dedicated employee call center S
support via 800 #, online chat and e-
mail ¢ »
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Online Enroliment System:
HBR Self Service

Online transaction log providing
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complete audit trail

Online reporting from a centralized
database

Online access to employee data and
benefit election information

Ability to process employee
enrollments and status change request

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

.Benefns Administration

E]E-u-pm Elm []TeDovst [3] Reports ] Files | [3]SearchbySSK £S5

s

|~

O Employee Record
O Persond Dals

I Empioyment Dats
0 Dependert ko

O Senzfiriary Infa

0 Bensits Summary
0 Prioe Year Benefis
O Life Brent

O St Marager

O Trarsachion Log

3 Natificabion Wanager
O Employee Motepad

O Actess Rights

o Madify Usemame
Password

'ldlﬂ
mﬁa
| AgdessTed
CiyTatHC 1235

ActionBar | T3 Ensoll Now (252007 fs 370307)

Employee Record

mnﬂ:wﬁm

Hﬂedmm

qutuemmﬁ

Cement Eligibiliy Grous: DO Ofios of Sizte Pesotnsl

|Bmmns

| E GoTo Postal

To view or mzke changes to his emplopes, selectzn opdon from £ ki meny.

Record Date:
Prefic

First Name:
Hiddie Kame:
Last Name:

M52007

Test

Name

8BB-93-1542
Afdress Test

CiyTest
NC
12345

Country.
Date of Birth:
Employes ID:
Employment Status:
Hire Date:

Locaton:

Loca@en Desc:

Corrent Bighiity Group:
(1112007 - 12312007)

Unied Stakes
111960
12345

Active
22007
002-2D03
DEFAAT
DEFMAT

D0A-Ofice of Siate
Personnel
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e Communicating Change: Educate, Engage, Empower
— Buy-in from HBRs

* Informational web cast
* Training session, test drive site

— Participants received printed and Online
electronic materials Enrollment
e News Flash announcement

e “"How-to Enroll” instructions &
Benefits Guide

e 800# available for enrolilment
questions

16
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NCFlex Education & Awareness
Communicating Consistent Messages

/
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* Employee Survey—What We Learned
— Benefits/vendor satisfaction levels

— How do employees like to receive information
(print, online, email, in-person, etc.)

— Openness to benefit changes, new benefits




PERSONNEI.

Education & Awareness

e Effort, Redundancy,
Continuity

— Benefits Guide
* Available in print and online

e Paper-based and online
enrollment groups receive same
general benefits information,

customized “how-to-enroll” - e
instructions —m————
— News Flash S
e Available print and online ==c==1Imir
e Publication used to announce == =
changes & updates ——

19
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e Effort, Redundancy, Continuity

— Benefits Video
e VHS/DVDs available for new hires to take home
* View online

— State government Radio Spots
* Run during enrollment window
e Q&A session format with NCFlex vendors

— Employee Information Sessions/Benetfit Fairs
e Held year-round throughout NC
e Opportunity for employees to ask questions

20
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Questions
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