
Based on operational, organizational and IT assessments recently 
performed by Segal, these are the top 10 benefits administration, 
technology and HR challenges for public sector agencies and 
multiemployer fund offices.
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Three Challenges Related to Change Top the List

Implementing Technology Change
A smooth process requires:
   Developing a short- and long-term IT plan to ensure changes are in sync with your  

organizational strategic plan
   Understanding the ROI, risk and benefit of implementing each technology change being considered   

Recruiting Management and Staff
Each organization should be:
   Establishing defined job roles, documenting job descriptions and defining appropriate 

compensation levels
    Assessing staffing levels based on productivity metrics and organizational goals
   Developing and maintaining an appropriate organizational structure 
   Reviewing and changing organizational culture to better match the future labor force

Succession Planning for Executive Director and Key Staff
Key success factors:
   Starting early to have a smooth transition
   Identifying, training and developing staff now for the future
   Establishing a formal onboarding process to minimize the impact of employee turnover

Managing Organization-Wide Change
These are essential aspects:
   Developing a formalized process to manage and implement change
    Training staff about change-management processes
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Data Security
Every organization must be:
   Developing, documenting, implementing and maintaining a formal data security program to comply  

with emerging state and local privacy requirements
   Educating all staff about cybercriminals’ techniques — and testing their awareness on a regular basis
   Performing regular cybersecurity risk assessments

5



Maintaining Compliance with HIPAA/HITECH Security 
and Privacy Requirements
For all covered entities, staying compliant requires:
   Performing HIPAA/HITECH security risk assessments periodically
    Keeping HIPAA/HITECH security policies and procedures up to date
    Training all staff on HIPAA/HITECH policies and procedures on a regular basis

Manual Work Processes
Automate and measure work processes by:
   Implementing workflow and self-service tools that support efficient and effective processes 
   Reducing paper within your standard workflows
   Ensuring you are getting the most out of your benefits administration systems 

Operational Issues
Typical areas that need attention:
   Documenting, maintaining and standardizing operating procedures
   Utilizing technology to implement better internal controls
    Performing routine internal audits and risk assessments
   Establishing workflow metrics with reporting capabilities to senior management 

Service Issues
Common examples:
    Experiencing high hold times and rate of call abandonment
   Giving inconsistent information to participants because staff are not appropriately trained on 

the subject matter
   Lacking call metrics and reporting
    Needing to instill a customer-service culture in staff

Producing an IT Roadmap
Involves:
   Developing short- and long-term IT plans that support current and future organizational goals
    Maintaining an IT governance process to evaluate IT projects, staffing, spending and 

organizational support  
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Sound familiar?
If you’re facing similar challenges, 
you likely need to address some —  
or perhaps even all — of the bulleted 
issues and tasks.

Having worked with hundreds of 
organizations across the U.S. to meet 
these challenges, we know we can 
help you.

To learn how we can help you meet your benefits administration, 
technology and HR challenges, get in touch with your Segal 
consultant or one of the following members of our Administration 
and Technology Consulting Practice:

Stuart Lerner    Michael Stoyanovich    Amy Timmons 
212.251.5389    248.910.2637     303.601.8548


