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ANNUAL PERFORMANCE REPORT 
Since the enactment of the Employee Retirement Income Security Act of 1974 (ERISA), the Pension Benefit 
Guaranty Corporation (PBGC or the Corporation) has insured the defined benefit pensions of millions of 
workers and retirees employed in the private sector. 

PBGC’s two insurance programs are legally separate and operationally and financially independent. These 
programs protect the retirement security of over 35 million American workers, retirees, and beneficiaries in 
both single-employer and multiemployer plans.  

PBGC’s Single-Employer Program pays guaranteed benefits directly to retirees and beneficiaries in failed 
plans, while the Multiemployer Program provides financial assistance to insolvent plans to allow them to pay 
guaranteed benefits and reasonable administrative expenses. Looking ahead, increased claims for financial 
assistance make the insolvency of PBGC’s Multiemployer Program highly likely to occur during FY 2025. 

The Corporation’s three strategic goals are: 

1. Preserve plans and protect the pensions of covered workers and retirees.

2. Pay pension benefits on time and accurately.

3. Maintain high standards of stewardship and accountability.



  

P E N S I O N  B E NE F I T  GU A R A NT Y  C O R P O R A T I O N  2 F Y  2 0 1 9  |   A N N U A L  R E P O R T  

OPERATIONS IN BRIEF 
For the past 45 years, PBGC has strengthened retirement security by preserving plans and protecting 
participants and their families. In FY 2019, the Corporation made benefit payments of over $6 billion to more 
than 932,000 people as highlighted in Table 1.  

TABLE 1: FY 2019 OPERATIONS IN BRIEF 

Target 2019 2018 

GOAL 1: Preserve Plans and Protect Pensions 

Participants Protected in Single-Employer Plans Sponsored by 
Employers Emerging from Bankruptcy 

12,000 52,000 

Standard Termination Audits of Single-Employer Plans: 
Additional Payments 

$5.1 M paid to 
993 people 

$12.2 M paid to 
4,157 people 

Single-Employer Participants Receiving Benefits 932,000 861,000 

Single-Employer Participants to Receive Benefits in the Future 591,000 532,000 

Multiemployer Participants Receiving Benefits 66,900 62,300 

Multiemployer Participants to Receive Benefits in the Future 27,300 27,800 

GOAL 2: Pay Timely and Accurate Benefits 

Estimated Benefits Within 10% of Final Calculation 95% 96% 93% 

Average Time to Provide Benefit Determinations (Years) 4.3 5.6 6.1 

Improper Payment Rates Within OMB Threshold0F

1 <1.5% Yes Yes 

Applications Processed in 45 Days 87% 90% 91% 

GOAL 3: Maintain High Standards of Stewardship and Accountability 

Retiree Satisfaction – ACSI1F

2 Score 90 91 89 

Caller Satisfaction – ACSI Score 85 84 84 

Premium Filer Satisfaction – ACSI Score 74 74 76 

Overall Customer Satisfaction2F

3 Score 80 73 77 

Financial Net Position – Single-Employer $8.7B $2.4B 

Financial Net Position – Multiemployer ($65.2B) ($53.9B) 

Unmodified Financial Statement Audit Opinion Yes Yes Yes 

1 The OMB threshold for significant improper payment reporting is as follows: amounts that exceed (1) both 1.5 percent and $10 million in improper payments, 
or (2) $100 million in improper payments.   
2 The American Customer Satisfaction Index (ACSI) uses a 0-100 scale; 80 or above is considered excellent. 
3 This measures customer satisfaction with information and services provided by the Corporation. 
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STRATEGIC GOALS AND RESULTS  
PBGC’s FY 2019 Annual Performance Report highlights the Corporation’s achievements, accomplishments, 
and performance results through the lens of its strategic goals. The Corporation’s priorities are to preserve 
plans and protect pensioners, to pay timely and accurate benefits, and to maintain high standards of 
stewardship and accountability. 

GOAL NO. 1:  PRESERVING PLANS AND PROTECTING PENSIONERS  

PBGC engages in activities to preserve plans and protect participants by administering two separate insurance 
programs. The Multiemployer Program protects 10.8 million workers and retirees in about 1,400 pension 
plans. The Single-Employer Program protects 24.7 million workers and retirees in about 24,000 pension 
plans.  

MULTIEMPLOYER PROGRAM  

The Multiemployer Program covers defined benefit pension plans that are created through a collective 
bargaining agreement between employers and a union. The employers are usually in the same or related 
industries, such as transportation, construction, mining, and hospitality.  

PBGC provides financial assistance to insolvent multiemployer plans and offers technical assistance to plan 
administrators, service providers, and other stakeholders. In FY 2019, PBGC paid $160 million in financial 
assistance to 89 insolvent multiemployer plans, including four plans that were closed out by annuity 
purchases. At year-end, 85 insolvent plans are expected to continue to receive financial assistance covering 
about 66,900 participants currently receiving guaranteed benefits. An additional 27,300 people are entitled to 
benefits once they retire.  

The Corporation performed audits of eight multiemployer plans covering more than 10,000 people. The 
objectives of the audits are to ensure timely and accurate benefit payments to all participants, compliance with 
laws and regulations, and effective and efficient management of the remaining assets in terminated and 
insolvent plans.  

PBGC approved four requests for two-pool alternative allocation methods under section 4211(c)(5) of 
ERISA, one request to adopt a special withdrawal liability rule under section 4203(f) of ERISA, and one bond 
variance request under section 4204 of ERISA. 

To assist plans in making more complete formal requests, PBGC’s Multiemployer Division provided 
consultations and guidance to plan sponsors and practitioners on partition and merger applications, 
alternative withdrawal liability requests, plan insolvency, and Title IV compliance issues.  

Multiemployer Plan Partitions and Applications for Benefit Suspensions  

PBGC also continues to implement changes mandated by the Multiemployer Pension Reform Act of 2014 
(MPRA). This law provides options for plans that are likely to become insolvent when facing funding issues. 
Certain critical and declining plans that are projected to run out of money may request partition assistance 
from PBGC. A partition allows plans to transfer responsibility for paying a portion of participants’ and 
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beneficiaries’ monthly guaranteed benefit to a newly created successor plan that receives financial assistance 
from PBGC.  

For a plan to be eligible for a partition, the plan sponsor must show that all reasonable measures to avoid 
insolvency have been made, including making the maximum benefit reductions allowed under the law. The 
plan must also demonstrate that a partition is necessary for the plan to avoid running out of money and that a 
partition is expected to result in the plan’s long-term solvency. When a partition is approved, the original plan 
has an ongoing obligation to pay and preserve benefits for all participants at levels above the PBGC guarantee 
amounts.  

Plans applying for a partition are also required to apply to the Treasury Department for a suspension of 
benefits. Applications must include benefit reductions to 110 percent of the PBGC guarantee level, except for 
age- and disability-protected benefits. PBGC provides consultation to the Treasury Department in the review 
of benefit suspension applications.  

In FY 2019, PBGC issued an order partitioning the Teamsters 805 Pension and Retirement Plan (805 Plan) 
covering about 2,000 participants. PBGC also issued an order partitioning the Plasters & Cement Masons 
Local No. 94 Pension Plan (CM 94 Plan) covering approximately 100 participants. PBGC began providing 
financial assistance to the 805 Plan and the CM 94 Plan by moving a portion of the plans’ guaranteed benefit 
obligations to new, separate plans and reimbursing the costs of those new, separate plans. 

Multiemployer Plan Mergers and Transfers  

PBGC also continues to implement other changes mandated by MPRA. Plan mergers can help protect the 
benefits of participants in multiemployer plans and make the merged plan more sustainable in the future. In 
general, mergers can broaden a plan’s contribution base, reduce plan administrative and investment expenses, 
and rescue troubled plans from projected insolvency. Similarly, transfers of assets and liabilities between plans 
can have a positive impact on all plans involved. Such transfers may result in steady or improved funding to 
help sustain the plans.  

In FY 2019, PBGC issued compliance determinations for six multiemployer plan mergers. PBGC also issued 
one compliance determination for a transfer of liabilities and assets between multiemployer plans.  

Joint Select Committee on Solvency of Multiemployer Plans 

The Bipartisan Budget Act of 2018 (Pub. L. 115-123) created the Joint Select Committee on Solvency of 
Multiemployer Pension Plans (Select Committee) to develop legislative recommendations designed to 
improve the solvency of multiemployer pension plans and the Corporation. Under the statute creating the 
Select Committee, PBGC provided technical assistance to the Select Committee in carrying out its duties. At 
the Select Committee’s request, PBGC detailed three multiemployer pension experts to the Select 
Committee. The Select Committee did not issue legislative recommendations before the statutory deadline of 
November 30, 2018. By law, the Select Committee ceased to exist on December 31, 2018. 
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SINGLE-EMPLOYER PROGRAM  

The Single-Employer Program covers defined benefit pension plans that generally are sponsored by a single 
employer. When an underfunded single-employer plan terminates, PBGC steps in to pay participants’ benefits 
up to legal limits set by law. This typically happens when the employer sponsoring an underfunded plan goes 
bankrupt, ceases operation, or can no longer afford to keep the plan going. PBGC takes over the plan’s 
assets, administration, and payment of benefits up to the legal limits. In some instances, plans can choose to 
voluntarily terminate by filing a standard termination if the plan has enough money to pay all benefits owed 
to participants. 

As part of its risk mitigation activities, PBGC identifies transactions and events that may pose risks to plan 
participants. The Corporation works collaboratively with employers to better safeguard pension benefits. 

Standard Terminations  

A company can end a fully funded plan in a standard termination by paying all the benefits owed. In FY 
2019, 1,782 plans, covering approximately 300,000 participants, filed standard terminations. This number has 
increased, possibly due to rising interest rates reducing the cost of settling plan benefits. The number of large 
plans that filed standard terminations increased significantly.  

In FY 2019, approximately 1,500 plans with more than 176,000 participants combined, completed standard 
terminations. Some of the larger standard terminations were: Rocky Flats Retirement Plan, AutoZone Inc. 
Associates’ Pension Plan, and The Sherwin-Williams Company Salaried Employees Pension Plan.  

In FY 2019, PBGC also conducted 355 standard termination audits to verify that plan sponsors properly 
calculated participants’ benefits due to the plan termination. Through these audits, PBGC found errors that 
plan sponsors have since corrected. As a result, almost $5.1 million in additional benefits were distributed to 
993 people in these plans.  

Significant Litigation  
PBGC protects participants in America’s private-sector pensions through litigation in federal and state courts. 

In FY 2019: 

• PBGC successfully opposed Supreme Court review of the D.C. Circuit’s favorable opinion in Lewis v. 
PBGC. The D.C. Circuit held that under the terms of ERISA, any increase in asset value after plan 
termination belongs to PBGC, thus rejecting a fiduciary breach claim brought by 1,700 former Delta 
Pilots to recover PBGC’s post-termination gains on plan assets. 

• After lengthy litigation concerning the termination of the Delphi Salaried Plan, the U.S. District 
Court (E.D.Mich.) upheld PBGC’s actions in Black v. PBGC. The Court ruled in PBGC’s favor 
holding that: PBGC acted in accordance with ERISA when it executed an agreement with Delphi to 
terminate the Salaried Plan; PBGC’s termination decision did not involve a fiduciary obligation to 
Delphi Salaried participants; termination of the Salaried Plan did not deprive plaintiffs of due 
process; and Delphi Salaried participants failed to demonstrate that termination of the Salaried Plan 
was arbitrary and capricious.  



   
 

  

P E N S I O N  B E NE F I T  GU A R A NT Y  C O R P O R A T I O N  6  F Y  2 0 1 9  |   A N N U A L  R E P O R T  

 

• In PBGC v. Mizrachi, a fiduciary breach case brought by PBGC against former plan trustees, the U.S. 
District Court (E.D. N.Y.) affirmed PBGC’s interpretation of a statute of limitations under ERISA, 
holding that PBGC had three years from the date it became trustee, plus any time permitted under a 
tolling agreement, to bring an action, regardless of whether the alleged fiduciary breach occurred 
decades earlier. 

Plans Saved 

When plan sponsors enter bankruptcy proceedings, PBGC encourages the continuation of pension plans 
where possible. Although bankruptcy requires plan sponsors and creditors to make tough choices, pensions 
are not always terminated. In FY 2019, three companies emerged from bankruptcy with their pension plans 
ongoing, protecting the benefits of participants: Hexion Inc. (approximately 8,000 participants); 
Westmoreland Coal Company (approximately 2,350 participants); and Nine West Holdings, Inc. 
(approximately 1,600 participants).  

Coverage Pilot Program  

In connection with a streamlined and simplified coverage determination process, PBGC initiated a one-year 
pilot program that allows, in limited circumstances, employers to request an Opinion Letter about whether a 
plan in the process of being created is likely to be covered by PBGC.  

Mediation Program  

PBGC initiated the Mediation Pilot Program in FY 2018. The program offered mediation to plan sponsors to 
facilitate resolution of negotiations in two key PBGC program areas: (1) ongoing plan sponsors as part of its 
Early Warning and Risk Mitigation Program; and, (2) former plan sponsors as part of resolving their pension 
liabilities following termination of underfunded pension plans. In FY 2019, PBGC made the Mediation 
Program permanent and added fiduciary breach cases to the categories of disputes covered. These cases 
involve situations where plan fiduciaries, such as a plan sponsor, plan administrators, and certain advisors, 
take actions that violate their fiduciary obligations to participants.  

It is PBGC’s practice to resolve Early Warning issues, termination liability claims, and fiduciary breach cases 
on a consensual basis with plan sponsors without the need for litigation. Mediation gives plan administrators 
the opportunity to resolve these cases with a neutral, professional, independent mediator in a timely and cost-
effective manner.  

GOAL NO. 2:  PAYING TIMELY AND ACCURATE BENEFITS  

Through its Single-Employer Program, PBGC is directly responsible for the benefits of about 1.5 million 
current and future retirees in trusteed pension plans. These Americans count on PBGC to pay their benefits 
accurately and on time.  

Benefits Administration 

PBGC becomes trustee of single-employer plans that end without enough money to pay all their benefit 
promises. In FY 2019, PBGC took responsibility for 51 single-employer plans that provide the pension 
benefits to more than 103,000 current and future retirees. 



of

When PBGC assumes responsibility for a pension plan, the top priority is to make sure the plan’s existing 
retirees continue to receive benefits without interruption. In FY 2019, PBGC’s Office of Benefits 
Administration (OBA) oversaw the seamless transition of more than 15,000 retirees to direct payments from 
PBGC.

The Corporation paid over $6 billion in benefits to more than 932,000 retirees in single-employer plans and 
nearly 33,000 new retirees applied for benefits. Additionally, PBGC processed more than 90 percent of those 
applications in 45 days or less, exceeding its performance target of 87 percent for FY 2019.

After PBGC becomes trustee of a plan, OBA begins a complex, multiyear process of valuing the plan’s assets, 
reviewing plan and participant data, and calculating final benefits. Accuracy of benefit amounts is a priority. 
When participants are eligible and request to start receiving their benefit, PBGC begins paying them an 
estimated benefit if the Corporation has not completed the process required to issue a final benefit 
determination. When the process is complete, participants are informed of their exact benefit amount. In FY 
2019, more than 96 percent of final benefit amounts issued were within 10 percent of the estimated benefit 
amount, exceeding the performance target of 95 percent.

In recent years, PBGC has focused on calculating final benefits in its largest and most complex plans while 
improving work products and processes in response to recommendations by the Office of Inspector General. 
As a result, OBA reduced processing times by more than 8 percent, from 6.11 years in FY 2018 to 5.60 years 
in FY 2019. OBA expects to continue this reduction in processing times in FY 2020.

Reviews and Appeals
When participants and beneficiaries in trusteed single-employer plans disagree with PBGC’s determination of 
their benefit, they have the right to bring their concerns to PBGC’s Appeals Board. Employers and plan 
sponsors may also appeal certain PBGC determinations. The Appeals Board independently reviews each appeal 
and provides a detailed written explanation of its decision. The Appeals Board started FY 2019 with 84 open 
appeals. The Appeals Board accepted 228 new appeals and closed 221 appeals, with 91 still open at the end of 
the fiscal year. The Appeals Board statistics for the past 10 fiscal years are on PBGC’s Open Government 
webpage.1

GOAL  NO.  3:  MAINTAINING  HIGH  STANDARDS  OF  STEWARDSHIP  AND  
ACCOUNTABILITY

Accountability: Measuring and Monitoring Performance

PBGC continuously monitors how well it performs and serves customers using a wide range of performance 
measures. Among them are how quickly and seamlessly the Corporation pays retirees, accurately calculates 
benefits, and invests assets. PBGC conducts surveys to help improve the coordination and cooperation 
essential to meeting customer service goals.

Each quarter, PBGC leadership participates in data-driven discussions covering the Corporation’s progress in 
operations, stewardship and accountability, customer satisfaction, and building and maintaining a model

1 https://www.pbgc.gov/open/index
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workplace. The strategic use of performance data better informs planning and execution of operations, as 
well as corporate and program area decision-making. 

PBGC’S OWN FINANCES MUST BE SOUND  

PBGC’s operations are financed by insurance premiums set by Congress and paid by sponsors of defined 
benefit pension plans. In addition, the Corporation is funded by investment income, assets from pension 
plans trusteed by PBGC, and recoveries from the companies formerly responsible for the plans. PBGC 
receives no funds from taxpayer dollars. The Corporation pays benefits based on federal law and the 
provisions of the plans it trustees.  

Financial Position 

The financial status of the Single-Employer Program shows continuous improvement and maintained a 
positive net position at the end of FY 2019. Estimates from PBGC’s FY 2018 Projections Report indicate 
that continued improvement in the financial status of the Single-Employer Program is likely but not 
guaranteed. The net financial position of the Multiemployer Program deteriorated during FY 2019 to $65.2 
billion, a record negative net position. Absent changes in law, the Multiemployer Program is likely to run out 
of money during FY 2025. 

Financial Soundness and Financial Integrity 

The Corporation protects the pensions of over 35 million people whose plan benefits are valued in excess of 
$3 trillion. PBGC’s two insurance programs – one for single-employer plans and one for multiemployer plans 
– are designed to protect participants’ pension benefits when plans fail. The programs differ significantly in
the extent to which plan benefits are funded and the level of PBGC’s guarantee.

In addition to collecting premiums, PBGC exercises care in the management of approximately $131 billion in 
total assets. This year, PBGC attained the 27th consecutive unmodified audit opinion on its financial 
statements. 

Collecting Premiums 

Premium rates are set by Congress and generally indexed for inflation. The Bipartisan Budget Act of 2013, 
MPRA, and the Bipartisan Budget Act of 2015 specify premium rates or premium increases for certain years. 
In FY 2019, combined premium cash receipts collected totaled $5.8 billion. Single-Employer Program 
premium cash receipts collected were $5.5 billion. Separately, Multiemployer Program premium cash receipts 
were around $296 million. In FY 2019, PBGC further improved the collection process by automating its 
systems to mail acknowledgments and the results of processing for every premium filing received daily. In 
addition, an automatic email notification is now sent to plan practitioners when an actionable notice is mailed. 
As a result, more plan practitioners responded to collection notices sooner, which reduced the average 
response time and decreased the amount of potential late premium penalties.  
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Investing Prudently 

PBGC investment assets are administered by investment management firms subject to PBGC’s investment 
policies and oversight procedures. Procedures for internal controls, due diligence, and risk management are 
subject to periodic review. Regular and detailed communication with management firms enables the 
Corporation to stay informed on matters affecting its investment program. For more information, refer to 
Section VII Investment Activities. 

OUTREACH AND CUSTOMER SERVICE 

Customers are the core of PBGC’s mission. To provide the highest level of customer service, PBGC uses 
surveys to listen to its customers, track satisfaction, and identify opportunities for improvement. Scores are 
based on the widely recognized American Customer Satisfaction Index (ACSI).  

Participant and Retirees 

Retirees receiving monthly 
payments from PBGC gave 
the Corporation a 
satisfaction score of 91; the 
FY 2019 ASCI target score 
was 90.  Retirees continue 
to be PBGC’s most 
satisfied customer group 
with scores consistently 
among the highest in 
government.  

Pension plan participants 
who called PBGC and responded to a survey scored their satisfaction at 84, equal to last year and slightly 
below the target. While PBGC continues to provide excellent customer service to its callers, many survey 
respondents note the lack of instant online benefit estimates as the main reason for dissatisfaction.  

My Pension Benefit Account (MyPBA) is an online application that allows participants in PBGC-trusteed 
plans to request estimates, apply for benefits, change address or tax information, and more. MyPBA’s FY 
2019 score was 77, at target and the same as FY 2018. In order to protect customers from identity theft and 
financial loss, MyPBA strengthened security requirements in FY 2018. The stricter rules for passwords and 
sign-in frequency have, unfortunately, frustrated some customers. MyPBA garnered very strong scores 
around the application’s look and feel, as well as its use of plain language. 
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an FY 2019 satisfaction
score of 74, achieving the
target of 74 and comparing
very well to similar
functions, such as IRS
small-business and self-
employed tax filers (66) and
large-business and
international tax filers (60).
Filers give excellent scores
to PBGC’s personal service,
written communication, and filing process.

My Pension Administration Account (My PAA) is an online application through which pension plan
practitioners file premium information and payments with PBGC. The FY 2019 score was 79, versus a target
of 80. Customers gave excellent scores to the content and site performance of My PAA.

In FY 2019, My PAA implemented a few key functional enhancements, all based on actual practitioner
feedback. My PAA introduced the concept of “bulk actions,” which allow users to invite and remove
practitioners from multiple plans at once, in addition to viewing the premium account history for more than
one plan at a time. Also, building upon the well-received Plan Correspondence Quick Link implemented last year,
My PAA created automated email notifications to all filing team members whenever actionable PBGC
correspondence is mailed to the plan administrator, as many practitioners were unaware when a new item had
appeared on the website. In addition, My PAA enhanced the Check Status of Request Quick Link by providing
more detail as to the exact type of request submitted, reducing confusion within the filing team. Finally, to
better align My PAA with information technology industry standards, other infrastructure and security
upgrades were completed throughout the year.

Engaging With Customers and Stakeholders

PBGC.gov is the face of the Corporation to plan sponsors, practitioners, beneficiaries, workers, and retirees.
PBGC works to continually improve the site’s navigation, security, search, and overall usability.

In order to provide customers with a seamless online experience, PBGC considers visitor needs, including
visitors who conduct transactions with PBGC using MyPBA, My PAA, and the e-filing tool. The website uses
plain language and receives positive reviews from site visitors.

The Corporation distributes email notifications to customers and stakeholders on a variety of topics such as
regulatory updates and other announcements. In FY 2019, 81 emails were sent to over 198,000 practitioners,
workers, retirees, and other stakeholders. On average, recipients open these emails about 20 percent of the
time, which is an extremely high rate when compared to private-sector email engagements.
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PBGC also uses social media to reach its customers in the digital environment to engage with the pension 
community and share important updates broadly and in real-time. In FY 2019, the Corporation’s social media 
presence continued to grow and saw a 26 percent increase in total followers on Facebook, Twitter, and 
LinkedIn.  

A large portion of outreach efforts are focused on the pension community, including employer and 
participant groups. In FY 2019, PBGC representatives attended 145 events, sharing their expertise on matters 
regarding the future insolvency of the Multiemployer Program, regulatory information, and the Missing 
Participants Program. 

SUSTAINING THE PROGRAMS  

PBGC continuously monitors and reports on its insurance programs and their effectiveness. The model used 
to accomplish this task is reviewed internally and by external experts. The Corporation implements strategies 
to strengthen its programs’ financial health and improve its ability to manage risk.  

Research and Analysis Activities 

PBGC serves as an expert source of information about pensions and retirement policy. The Policy, Research, 
and Analysis Department (PRAD) delivers projections and analysis of the Corporation’s programs and policy 
alternatives to lawmakers, policy makers, and external stakeholders.  

Each year, PRAD updates the Pension Insurance Data Book, a collection of data regarding PBGC and its 
Single-Employer and Multiemployer Programs. The data tables include statistics for PBGC's Single-Employer 
and Multiemployer Programs and for the private defined benefit pension system.  

In addition, PBGC continues to study key retirement issues. Recently completed and ongoing analysis relate 
to Single-Employer Program guaranteed benefits, multiemployer plan participants, and risk-transfer activity. 

Improvements to the Pension Insurance Modeling System and Related Reports 

PRAD’s primary forecasting model is the Pension Insurance Modeling System (PIMS). In FY 2019, PRAD 
used the model to issue the annual Projections Report, which outlines the direction of PBGC’s Single-
Employer and Multiemployer Programs. The most recent Projections Report and other reports generated by 
PIMS are available on PBGC.gov.  

Outside experts review PIMS, and the model is periodically tested through a congressionally mandated peer 
review, required under the Moving Ahead for Progress in the 21st Century Act (MAP-21). This year, 
independent reviews were performed to evaluate how PIMS models bankruptcy as it relates to single-
employer and multiemployer sponsor participation and the potential for contagion in the Multiemployer 
Program.  

PBGC uses these reviews to improve PIMS and the Corporation’s reports. PBGC also uses PIMS to illustrate 
the effects of proposed changes to pension law and to provide other technical assistance. PBGC has 
undertaken a multi-year effort to improve the speed and performance of PIMS.  
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Enterprise Risk Management   
During FY 2019, the Corporation continued to implement its risk management framework, and an agency-
wide risk assessment was completed. The Corporation’s top three risks were: 

• The projected multiemployer fund insolvency. 

• The possibility of data loss and the misuse of personally identifiable information. 

• The planning uncertainty connected with the enactment of laws that result in new or changing 
program requirements, or uncertainty caused by a large influx of plans and participants.  

Each of these risks could severely impact delivery of PBGC’s mission. The Corporation continuously 
monitors the risks and the associated mitigation strategies.  

Other significant milestones include: 

• Development of an Enterprise Risk Management (ERM) maturity model, which was used to measure 
the maturity of PBGC’s ERM program. 

• Completion and dissemination of ERM commonly used terms to PBGC’s workforce. 

• Integration of ERM principles into key decision-making processes, such as strategic planning, 
organizational performance, and budgeting to help foster a risk-aware culture. 

Regulatory and other Guidance Activities  

PBGC continues to issue regulations to protect plan participants and minimize burdens on pension 
plans and plan sponsors. In FY 2019, PBGC published: 

• A final rule that simplifies certain reporting and disclosures of plan information by terminated 
and/or insolvent multiemployer plans to PBGC and to participants and beneficiaries. The final rule 
also requires plan sponsors of terminated and/or insolvent plans to file their withdrawal liability 
information with PBGC so that PBGC can more precisely measure its Multiemployer Program 
liabilities. 

• A proposed rule that would implement statutory changes under MPRA affecting the determination 
of a withdrawing employer’s liability under a multiemployer plan and annual withdrawal liability 
payment amount.  

• A proposed rule that would make clarifications, corrections, and improvements to four of PBGC’s 
existing regulations.  

Through other guidance, PBGC also: 

• Streamlined and simplified the coverage determination process by providing a new form and 
instructions for requesting a determination about whether a plan is covered under Title IV of ERISA. 

• Conducted a thorough review of PBGC’s webpages addressing substantial cessation of operations 
under section 4062(e) of ERISA and revamped the webpages to streamline information and provide 
answers to frequently asked questions. 
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• Created a new form series to clarify and simplify the process for providing PBGC the required
notifications following a substantial cessation of operations and election to make additional annual
contributions to satisfy the resulting liability.

In FY 2019, PBGC also published: 

• A final rule to conform our regulations to changes in the phase-in rules for owner-participants under
the Pension Protection Act of 2006.

• A proposed rule that would make clarifications and promulgate policies in PBGC’s benefit payments
and valuation regulations.

• A proposed rule that would update the interest and mortality assumptions used to determine lump
sum amounts under PBGC’s benefit payments regulation.

• A solicitation for nominations for appointment to PBGC’s advisory committee.

STRENGTHENING A DIVERSE WORKFORCE AND LEADERSHIP 

PBGC continues to be committed to maintaining a diverse and inclusive workplace while also promoting a 
performance-based culture. In FY 2019, the Corporation continued to focus on strengthening employee 
performance, increasing leadership engagement, expanding health and wellness programs, and continued 
efforts to recruit and retain disabled veterans. 

The Partnership for Public Service ranked PBGC in the top five best places to work among small federal 
agencies. The Corporation ranked fifth out of the 29 agencies in this category.  

Federal Employee Viewpoint Survey 

The Federal Employee Viewpoint Survey (FEVS) provides a confidential and voluntary method for PBGC 
federal employees to share honest and candid feedback about the work environment, work-life balance 
programs, and other aspects of the Corporation. The survey also provides an opportunity for employees to 
influence change in their workplace. All federal employees are encouraged to take the survey. In FY 2019, 69 
percent of PBGC’s federal employees participated in the survey. This is an increase from the FY 2018 
participation rate of 60 percent and is significantly higher than the 2019 government-wide participation rate 
of 43 percent.  

According to the survey results, PBGC has an engaged workforce. The engagement score measures responses 
to questions on how well leaders lead, the interpersonal employee/supervisor relationship, and the level of 
employee motivation related to the employee’s role in the workplace.  

PBGC’s leaders use the information from FEVS to gain valuable insight into the concerns of PBGC’s 
greatest asset — its workforce. Reviewing the survey results is one of the ways the Corporation’s leaders 
identify PBGC’s strengths and challenges. This year’s survey results can be found on PBGC.gov. 
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Recruitment and Outreach 

PBGC continues to promote recruitment and retention of disabled veterans via corporate and leadership 
training programs and recruitment efforts, including job fairs and special outreach recruiting events to 
universities, colleges, and disabled veteran organizations. 

In FY 2019, PBGC hired disabled veterans at a 3.2 percent hiring rate. Of the disabled veterans already on 
staff, 82 percent have remained with PBGC for over two years; 65 percent for three years; and 51 percent for 
more than four years. 

PBGC continues to reach out to veterans on social media such as LinkedIn and Facebook, as well as 
partnering with Military/Recruit, Wounded Warriors, Disabled Veterans of America, and area 
colleges/universities to share the Corporation’s efforts to hire disabled veterans. 

Diversity and Inclusion  

The PBGC Diversity & Inclusion Council, which includes employees, affinity groups, and representatives 
from management and the union, developed and piloted a training for supervisors titled “Be an Inclusion 
Agent.” The training promoted strategies that created a supportive, welcoming, and collaborative work 
environment. The Council also partnered with agency stakeholders to launch a new event called, “PBGC 
Tech U,” where employees were provided opportunities to learn how to make electronic information more 
accessible to people of all abilities. 

The Council sponsored its fourth annual Community Day event that showcased the Corporation’s 
departmental and affinity group diversity. Employees in attendance learned about the Corporation’s programs 
and how each contributes to PBGC’s mission.  

Equal Employment Opportunity  

The Office of Equal Employment Opportunity (OEEO) is responsible for providing leadership in the 
development, implementation, and evaluation of the Equal Employment Opportunity programs and services 
within the Corporation. The office provides technical guidance, advice, and equal opportunity support 
services to PBGC employees and applicants regarding the federal government's equal opportunity program.  

OEEO’s Affirmative Employment Program (AEP) promotes equal employment opportunity by identifying 
discriminatory employment practices and policies that impede progress for all workforce demographics. The 
AEP presented events to support the continued development of a model EEO program. More notable 
events and activities include:  

• Created and implemented YOUniversity, PBGC’s bias awareness program.  

• Continued to implement PBGC’s Education & Enrichment Book Club to promote discussions 
around diversity in the workplace.  

• Presented various Equal Employment Opportunity trainings concerning harassment prevention in 
the workplace.  
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OEEO produced the annual State of the Agency MD-715 report, which provided a high-level overview of 
PBGC’s EEO program. The report is published and posted to PBGC.gov annually. OEEO also continued to 
foster working relationships with each program office to support departmental EEO efforts.  

SAFEGUARDING CUSTOMERS’ INTERESTS 

Participant and Plan Sponsor Advocate 

The PBGC Participant and Plan Sponsor Advocate (The Advocate) is an independent entity within PBGC. 
The Advocate is selected by PBGC’s Board of Directors (the Board) and reports to the Board and Congress. 
The Advocate acts as a liaison among PBGC, sponsors of insured defined benefit plans, and participants in 
PBGC-trusteed plans. The duties of the position include advocating for the full attainment of the rights of 
participants in trusteed plans, as well as assisting participants and plans sponsors in resolving disputes with 
the Corporation. The Advocate also identifies areas where participants and plan sponsors have persistent 
problems in dealing with PBGC and may propose changes in PBGC’s administrative practices and 
recommend legislative changes to mitigate problems. The Advocate is statutorily required to submit an annual 
report to PBGC’s congressional committees of jurisdiction, the Board, and PBGC’s director. 

The Advocate’s annual report, issued on December 31, 2018, recognized PBGC for handling large volumes 
of routine transactions exceptionally well. The report notes that the Corporation made positive 
improvements, such as consolidating potentially omitted participants claims, and holding regular meetings 
with participant advocacy groups and stakeholders. The report also noted the continued success of PBGC’s 
Missing Participants Program and interagency initiatives. While these changes have a positive effect on 
PBGC’s interactions with participants and plan sponsors, the Advocate recommended the Corporation focus 
on initiatives that enhance the customer’s experience, whether PBGC’s written communications or any 
subsequent interactions staff may have with participants or their advisors.  

Strengthening E-Government and Information Technology 

PBGC’s Office of Information Technology (OIT) continues to deliver on its strategic goals and objectives as 
described in the PBGC Information Technology (IT) Strategic Plan. OIT achieved a 100 percent response 
rate for quarterly/annual Federal Information Security Management Act (FISMA) submissions to OMB and 
Congress for FY 2018, during the FY 2019 Reporting Period. OIT also achieved compliance for multiple 
OMB requirements, and the Cybersecurity Operations Maturation Plan. Additionally, OIT implemented the 
Enterprise Common Controls (ECC) Program enabling PBGC to leverage trusted cybersecurity protections 
through reuse of IT Security & Privacy controls. Lastly, OIT designed and implemented an executive 
cybersecurity performance dashboard for ECC and security vulnerabilities.  

Additional OIT accomplishments include: 

• Developed FISMA system level detailed vulnerability dashboards and reports to support PBGC’s 
information security continuous monitoring strategy. 

• Modernized the Corporation’s platform for requesting access to applications and equipment by 
migrating to a Cloud-based platform with an extensible framework. This improved integration with 
other IT service management functions and improved user experience. 
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• Completed initial activities for establishing a cross-discipline Insider Threat Program (ITP). Activities 
include designating a senior agency official and program officers, establishing a program System of 
Records Notice, and drafting an ITP directive. 

Ensuring Ethical Practices  

In FY 2019, PBGC continued to ensure that all employees received ethics training within 90 days of their 
date of hire, and that separating employees had the opportunity to meet with an ethics counselor to discuss 
post-employment rules and activities. In FY 2019, the ethics team implemented a new format for annual 
ethics training, with 100 percent of the Corporation’s senior level officials and 96 percent of confidential 
disclosure filers, including Advisory Committee members.  

The ethics team continued its “Ethics in Brief” email notices to all PBGC employees on various topics of 
interest, including engaging in outside teaching, speaking, and writing activities, and restrictions related to the 
Hatch Act of 1939.  

Protecting Privacy Interests  

Among PBGC’s highest priorities is protecting the personal information of its participants, beneficiaries, 
employees, and contractors. In FY 2019, the Privacy Office continued PBGC’s transition from a compliance 
approach to a more risk-based approach to privacy, allowing PBGC to allocate resources appropriately. This 
included reviewing PBGC’s systems and processes to optimize the confidentiality, integrity, and availability of 
the information PBGC maintains.  

Raising awareness reduces overall risk by addressing the elements of breaches and security incidents. In FY 
2019, PBGC updated the Information Security and Privacy Awareness course for new hires and annual 
refresher training for current employees and contractors. The Privacy Office also expanded its role-based 
training on handling personally identifiable information and conducted its annual inventory of personally 
identifiable information holdings to reduce the use of Social Security numbers. 

Strengthening Transparency & Disclosure  

PBGC continues to strengthen and promote transparency. At PBGC, every employee is responsible for 
ensuring compliance with the Freedom of Information Act (FOIA). In FY 2019, PBGC held 34 conferences 
and training sessions on promoting transparency, collaboration, and compliance to ensure efficient and 
accurate processing of FOIA requests.  

PBGC ended FY 2019 with a zero backlog of FOIA requests. Additionally, the Corporation received the 
highest possible rating from the Department of Justice for efforts in improving FOIA administration in five 
key areas: applying a presumption of openness; having an efficient system in place for responding to requests; 
increasing proactive disclosures; utilizing technology; and reducing any backlogs/improving timeliness during 
FY 2018.  
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INDEPENDENT EVALUATION OF PBGC PROGRAMS  

PBGC programs are regularly subjected to independent evaluations that help the Corporation remain true to 
its mission and accountable for services provided to the public. To maintain high standards of stewardship 
and accountability, PBGC continues to strengthen controls over operations, financial reporting, and 
compliance with laws and regulations.  

Office of Inspector General (OIG)  

PBGC places a strong emphasis on diligently addressing the OIG’s audit recommendations. To facilitate 
timely completion and closure of such recommendations, regular status reports are issued to executive 
management to assist in monitoring corrective actions. Once work on recommendations is completed, 
evidence documenting the corrective actions taken is provided for OIG review.  

PBGC is committed to addressing the related OIG recommendations in a timely manner. During FY 2019, 
PBGC closed 28 audit recommendations, including six related to the three significant deficiencies. Also, 
during FY 2019, PBGC received 46 new audit recommendations, resulting in 84 open at the end of FY 2019. 
This results in a substantial reduction from 180 in FY 2015.  

PBGC’s OIG oversaw the annual financial statement audit completed by an independent public accounting 
firm, CliftonLarsonAllen LLP. In addition, during FY 2019, the OIG performed other audits and evaluations, 
including the following:  

• Audit of the Pension Benefit Guaranty Corporation’s Fiscal Year 2018 and 2017 Financial 
Statements (AUD-2019-1/FA-18-127-1), issued November 15, 2018. In this report, the OIG stated 
PBGC continues to develop and execute corrective actions to remediate previously identified control 
deficiencies. PBGC management implemented certain corrective actions during FY 2018 that included 
enhancing the valuation tool to calculate its single largest liability, developing targeted financial analysis 
processes to mitigate financial reporting risks, and implementing IT solutions to mitigate system 
weaknesses. PBGC management is fully committed to working with the OIG and addressing identified 
weaknesses in a timely manner. In the report, the OIG identified the following three significant 
deficiencies:  

o Controls over the Present Value of Future Benefit Liability.  
o Present Value of Nonrecoverable Future Financial Assistance.  
o Access Controls and Configuration Management.  

 
• PBGC’s Fiscal Year 2018 Compliance with the Improper Payments Elimination and Recovery 

Act (EVAL-2019-10/PA-19-133), issued April 11, 2019. As required by the Improper Payments 
Information Act (IPIA) of 2002, the OIG reviewed PBGC's compliance with improper payment 
requirements. For FY 2018, Benefit Payments and Premium Refunds were reviewed and it was 
determined that both payment streams were not susceptible to significant improper payments. The OIG 
determined that PBGC was compliant with the applicable improper payment reporting requirements. 

• Audit of PBGC’s Use of the Women-Owned Small Business Contracting Program (AUD-2019-
11/PA-18-130), issued July 2, 2019. The OIG concluded that PBGC complied with the Small Business 
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Act requirement of appointing an Office of Small and Disadvantaged Business Utilization (OSDBU) 
director. However, the Corporation has not complied with the requirements for aligning the OSDBU 
director within the reporting hierarchy of the Corporation. Furthermore, the OSDBU director has not 
provided training to contracting officers for the various small business programs. As a result, firms in 
Small Business Administration’s contracting assistance programs may not be receiving federal contract 
opportunities through exclusive set-aside and sole-source contracts meant to ensure small businesses 
receive a fair share of federal contracting dollars. As a result of this review, the OIG made two 
recommendations to the Corporation and corrective actions are ongoing.  

• Evaluation of PBGC’s Data Protection at Contractor-Operated Facilities (EVAL-2019-08/PA-18-
125), issued January 31, 2019. The OIG found that controls relating to data protection are suitably
designed to protect sensitive information at contractor operated PBGC facilities. At the same time,
PBGC has opportunities to improve the operational effectiveness of some of these controls. The OIG
found controls relating to monitoring of the personnel security process and oversight by Contracting
Officer's Representatives (CORs) are not consistently executed in a manner to ensure the protection of
sensitive information. The OIG identified vulnerabilities in the employee separation process that require
additional controls. The OIG made eight recommendations to management to improve monitoring and
management oversight of the personnel security process, the COR oversight function at contractor-
operated facilities, and controls over the employee separation process. Corrective actions are ongoing.

• Inspection of PBGC’s Telework Program (Report No.IN-2019-12/Project No.IN-19-131), issued
July 30, 2019. The OIG found PBGC has established internal controls over the telework program and
administers the program consistent with statutory and regulatory requirements. However, PBGC has
opportunities to improve the effectiveness of its internal controls; specifically, performance of telework
timekeeping responsibility needs improvement, telework information should be accurately reported to
OPM, and the effectiveness of the telework program must be assessed. The OIG made four
recommendations in the report and corrective actions are ongoing.

For more information about OIG’s work in promoting accountability in PBGC operations, visit 
OIG.PBGC.gov.  

Government Accountability Office (GAO) 

GAO’s latest high-risk report dated March 2019 continued to include PBGC’s Single-Employer and 
Multiemployer Programs as one of 35 government programs most at risk due to vulnerabilities. The report 
underscores the risk of PBGC’s Multiemployer Program being exhausted within six years because of 
projected pension plans’ insolvencies. 

PBGC also monitors progress in addressing GAO recommendations. As of September 30, 2019, PBGC had 
only two open GAO recommendations. One relates to a multiagency effort to revise the Form 5500 and the 
other relates to FOIA. The Corporation has addressed the FOIA open recommendation and will work with 
GAO to seek closure.  

For more information about GAO’s work on pensions and retirement security issues, visit GAO.gov. 

https://oig.pbgc.gov/pdfs/IN-19-131.pdf
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FY 2021 PBGC Proposed Annual Performance Plan 

PBGC’s current FY 2018-2022 Strategic Plan provides the framework for this annual 
performance plan. PBGC conducts regular data-driven performance reviews and strategic 
reviews. Agency leaders review performance data and status reports on a quarterly basis. The 
continuous evaluation of performance data and customer feedback helps agency leadership to 
monitor what is working well and what may need to be adjusted. These performance reviews 
allow agency leaders to realign or adjust human capital and other resources to influence progress 
on agency goals and priorities. 

PBGC’s business operations, information technology programs, investment portfolios, budgets 
and finances are managed and supported by a multidisciplinary team of professionals and 
administrative staff. The current workforce consists of just under 1,000 federal employees, who 
are supported by contractors. Every federal employee has a performance plan with objectives 
tied to the agency’s strategic goals. Employees review their performance objectives and 
performance outcomes with their supervisor of record every 120 days. These highly skilled 
professionals, who are committed to the work of PBGC’s mission include: 

• Accountants

• Actuaries

• Attorneys

• Auditors

• Benefits Specialists

• Analysts

• IT and Cybersecurity Experts
Each PBGC employee has an important role in the Corporation’s mission of protecting 
America's pensions.  We publish an annual performance report of the agency’s accomplishments. 
This framework is consistent with requirements outlined in Government Performance and 
Results Modernization Act of 2010. 

For the full FY 2018-2022 PBGC Strategic Plan, please visit: 

https://www.pbgc.gov/about/budget-performance-and-planning 

For the FY 2019 PBGC Annual Performance Report (APR), please visit: 
https://www.pbgc.gov/sites/default/files/pbgc-fy-2019-annual-report.pdf  

https://www.pbgc.gov/about/budget-performance-and-planning
https://www.pbgc.gov/sites/default/files/pbgc-fy-2019-annual-report.pdf
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Strategic Goal 1 
Preserve Plans and Protect the Pensions of Covered Workers and Retirees 

Strategic Objectives Performance Strategies 
1. Encourage the continuation and

maintenance of pension plans
• Engage with employers, workers, and pension practitioners to encourage

pension plan continuation and strengthen retirement security
• Provide timely, concrete and practical guidance to plans on the

implementation of mergers, partitions and alternate withdrawal liability
proposals to reduce employer risk, while preserving plans and benefits

• Maintain a regulatory environment that serves the interests of
stakeholders and minimizes the burdens of sponsoring a plan

2. Protect workers and retirees when plans
are at risk

• Preserve plans during bankruptcy and other corporate transactions
• Protect the retirement security of workers and retirees and the interest of

premium payers in federal courts
• Provide technical assistance, analysis, and options to policy makers and

Congress to improve the financial stability of the Multiemployer Program
• Continue to provide financial assistance to insolvent multiemployer plans

3. Assist policy makers in addressing the
impending insolvency crisis in the
multiemployer insurance program

• Research and forecast insurance program activities

4. Reduce the number of Missing
Participants

• Reunite plan participants with their lost pensions

Goal Leaders: Chief of Negotiations and Restructuring / Chief Policy Officer / General Counsel 

Performance Area ($ in thousands) FY 2019 FY 2020 FY 2021 
Pension Insurance Total Funding 83,539 83,457 88,878 

Total FTE 209 230 230 

Communications and Outreach activities support Strategic Objective 1 (Encourage the continuation and 
maintenance of pension plans) by providing exceptional customer service and strengthening transparency, 
disclosure and communication in order to encourage the continuation and maintenance of pension plans. Results 
are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal(s): 

• Maximize stakeholder input
• Provide technical assistance and practical 

guidance to plan sponsors on the implementation 
of proposed options to reduce employer risks, 
while preserving plans and benefits

• Perform rigorous cost-benefit analysis
• Prioritize simplification and clarity in 

regulations, guidance, and compliance assistance 
activity

• Achieve a score of 78 or higher on PBGC’s 
website customer satisfaction survey by FY 2022

• Research and implement improvements each 
year to PBGC’s communications (including 
PBGC.gov) in response to customer feedback 
and key performance indicators 

Performance Strategy: 
• Engage with employers, workers and pension

practitioners to encourage pension plan continuation
and strengthen retirement security

• Maintain a regulatory environment that serves
stakeholders and minimizes the burdens of
sponsoring a plan

• Maintain exemplary customer satisfaction ratings
• Provide effective and timely communication with

plan participants and other stakeholders
• Inform stakeholders about provisions of key

regulatory proposals and enacted legislative changes
• Engage with employers, workers, and pension

practitioners to encourage pension plan continuation
and strengthen retirement security
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• Maximize stakeholder education and outreach by 
holding frequent meetings with participant 
groups, plan sponsors, practitioner groups, 
industry associations, and other interested 
stakeholders  

• Provide data-driven communications to 
stakeholders based on the latest pension research, 
data and projections  

• Inform practitioners and other stakeholders of 
key new regulations through speaking 
engagements at stakeholder conferences and 
meetings 

• Support Congressional and Executive Branch 
policymakers in analyzing proposals and 
implementing solutions to the solvency issues facing 
multiemployer plans and PBGC’s Multiemployer 
Insurance Program    

• Work with stakeholders to promote understanding of 
major program risks and possible mitigation 
strategies   

• Serve as a resource for pension policy analysis and 
pension research products, education and guidance     

• Deliver an annual projections report on the future 
status of the Single-Employer and Multiemployer 
Programs      

• Deliver pension insurance data tables annually to 
educate stakeholders on the facts of the single-
employer and multiemployer programs 

• Educate and inform the multiemployer community 
(participants, plan sponsors, and other stakeholders) 
on the effects of the insolvency 

• Maximize stakeholder education and outreach 
through frequent and regular meetings with 
participant groups, plan sponsors, practitioner 
groups, industry associations, and other stakeholders    

• Provide data-driven communications to stakeholders 
based on the latest pension research data 

• Inform practitioners and other stakeholders of key 
new regulations through speaking engagements at 
stakeholder conferences and meetings 

 
 
 
 
 
 

Pension Plan Monitoring and Audit activities support Strategic Objective 2 (Protect workers and retirees when 
plans are at risk) by reducing liability and exposure to the agency, preserving participants’ pension benefits and 
completing audits to ensure accurate benefit distribution. Results are measured through the following Performance 
Goals, Strategies and Measures. 
Performance Goal: 

• Protect pensioners by proactively monitoring 
PBGC’s largest exposures for transactions 
that may pose substantial risks to participants 
and retirees 

• Conduct a statistically significant number of 
audits of plans ending in standard 
terminations to ensure that participants 
receive their full retirement benefits 

• Represent PBGC’s interests in all bankruptcy 
cases involving defined benefit pension plans 

Performance Strategy: 
• Preserve plans during bankruptcy when plan sponsors 

undertake transactions which may impair their ability to 
maintain their pension plan(s) 

• Complete accurate and auditable compliance reviews of 
standard terminations 

• Protect the retirement security of workers and retirees and 
the interests of premium payers in federal courts 
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Performance Measure & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Reportable events resolved within 30 days N/A 
New 

Measure 

N/A 
New 

Measure 

N/A 
New 

Measure 

(95%) 
 

(95%) 
 

Percent of termination recommendations approved 
by senior Agency officials 

N/A 
New 

Measure 

N/A 
New 

Measure 

N/A 
New  

Measure 

(90%) 
 

(90%) 
 

Standard termination audits completed N/A 
New 

Measure 

N/A 
New 

Measure 

N/A 
New  

Measure 

(300) (300) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Ensure adequate staffing and cross-training 
• Fulfill hiring goals 

 
 

Multiemployer Technical Assistance activities support Strategic Objective 3 (Assist policy makers in addressing the 
impending insolvency crisis in the multiemployer insurance program) by delivering technical assistance to 
Congress. Results are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal(s): 

• Deliver an annual projections report on the future 
status of the Single-Employer and Multiemployer 
Programs 

• Deliver informal guidance to assist plans that are 
considering requesting early financial assistance from 
PBGC and process plan applications promptly  

• Publish annual pension data to educate stakeholders 
on the Single-Employer and Multiemployer Programs  

• Educate and inform the multiemployer community on 
the effects of the insolvency of the multiemployer 
program 

• Monitor all multiemployer plans that receive financial 
assistance and maintain rigorous audit standards to 
ensure accurate benefit payments to plan participants, 
efficient management of any remaining assets and 
compliance with laws and regulations 

Performance Strategy: 
• Research and forecast insurance program 

activities  
• Provide timely, concrete and practical guidance 

to plans on the implementation of mergers, 
partitions and alternate withdrawal liability 
proposals to reduce employer risk, while 
preserving plans and benefits  

• Provide technical assistance, analysis, and 
options to policy makers and Congress to 
improve the financial stability of the 
Multiemployer Program 

• Continue to provide financial assistance to 
insolvent multiemployer plans 

• Deliver confidential technical assistance, data 
tables, and the Projections Report to Congress 
and stakeholders 

• Maximize stakeholder education and outreach 
through frequent and regular meetings with 
stakeholders   

• Provide data-driven communications to 
stakeholders based on the latest pension research 
data      

• Inform practitioners and other stakeholders of 
key new regulations through speaking 
engagements at stakeholder conferences and 
meetings 
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Strategic Goal 2 
Pay Pension Benefits on Time and Accurately 

Strategic Objectives Performance Strategies 
5. Promote exceptional customer 

service to pensioners  
• Maintain exemplary customer satisfaction ratings 

6. Ensure regular monthly benefit 
payments continue without 
interruption 

• Continue uninterrupted benefit payments in newly trusteed plans  
 

7. Provide accurate and timely benefit 
calculations 

• Process benefit applications timely 
• Improve the accuracy, timeliness, and completeness of benefit 

determinations  
• Provide a timely and efficient appeals process for PBGC benefit 

determinations 
Goal Leader: Chief of Benefits Administration / General Counsel 

 
Performance Area ($ in thousands) FY 2019 FY 2020 FY 2021 
Pension Plan Termination Total Funding 188,353 204,518 208,629 

Total FTE 322 328 328 
 

Customer Service activities support Strategic Objective 5 (Promote exceptional customer service to pensioners) by 
operating a call center and web portal to respond to requests for assistance and provide useful information for 
pension plan participants. Results are measured through the following Performance Goals, Strategies and 
Measures. 
Performance Goal: 

• Achieve a score of 90 or higher on PBGC’s 
retiree and beneficiary customer satisfaction 
survey 

Performance Strategy: 
• Maintain exemplary customer satisfaction ratings 

Performance Measure & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Customer satisfaction rating for retirees and 
beneficiaries receiving benefits 

91 
(90) 

89  
(90) 

91 
(90) 

(90) (90) 

What actions will you take in FY 2021 to achieve the targets described above? 
• N/A 

 
Benefit Administration activities support Strategic Objective 6 (Ensure regular monthly benefit payments continue 
without interruption) by processing benefit applications as they are received. Results are measured through the 
following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Approve benefit applications within 45 days 
87% of the time 

Performance Strategy: 
• Process benefit applications timely 

Performance Measure & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Benefit applications approved within 45 days 
87% 

(87%) 
91% 

(87%) 
90% 

(87%) 
(87%) (87%) 

What actions will you take in FY 2021 to achieve the targets described above? 
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• Regular monitoring of applications in process 
 

Final Benefit Determination activities support Strategic Objective 7 (Provide accurate and timely benefit 
calculations) by estimating initial benefit amounts when pension plans are trusteed as well as reviewing pension 
plan records to determine the final benefit and issuing a Benefit Determination Letter. Results are measured 
through the following Performance Goals, Strategies and Measures. 
Performance Goal:   

• Ensure that the average time in years to issue a 
benefit determination (time between trusteeship 
and benefit determination issuance) is 4.5 years 

Performance Strategy: 
• Improve the timeliness and completeness of benefit 

determinations 

Performance Measure & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Average time (years waiting) to issue benefit 
determinations (between trusteeship and benefit 
determination issuance) 

6.2  
(6.5) 

6.1 
(6.0) 

5.6 
(5.5) 

(5.5) (5.0) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Prioritize plans based on age and size, assign resources and monitor the progress 

 
 

Initial Benefit Estimation activities support Strategic Objective 7 (Provide accurate and timely benefit calculations) 
by estimating initial benefit amounts when pension plans are trusteed as well as reviewing pension plan records to 
determine the final benefit and issuing a Benefit Determination Letter. Results are measured through the following 
Performance Goals, Strategies and Measures. 
Performance Goal: 

• Provide estimated benefits within 10 percent of the 
final benefit determination 95% of the time  

Performance Strategy: 
• Improve the accuracy of benefit determinations 

Performance Measure & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Estimated benefits within 10 percent of final benefit 
determination 

93% 
(95%) 

93% 
(95%) 

96% 
(95%) 

(95%) (95%) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Traditionally, benefit estimates have been close to the target of 95%. Continue to monitor estimated benefits to assure 

accuracy 
 
 
 
 
 
 
 

The Appeals Program supports Strategic Objective 7 (Provide accurate and timely benefit calculations) by 
providing Appeals Board decisions on appeals and written explanations on all other inquiries that do not qualify as 
appeals. Results are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Resolve appeals quickly and fairly 
Performance Strategy: 
• Provide a timely and efficient appeals process for PBGC 

benefit determinations 

Performance Measure & Targets 
FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021  
(Target) 

Percentage of appeals resolved within 
365 days 

N/A N/A 98% (90%) TBD based on end of 
FY 2020 Inventory 
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What actions will you take in FY 2021 to achieve the targets described above? 
 
• The Appeals Division has a fixed staff with a fluctuating workload.  In any given year, if the number of appeals on-

hand as of October 1st is high, then so will be the number of incoming appeals over the course of the new fiscal year.  
Based on current inventory and expected FY 2020 incoming appeals, the FY 2020 target of closing 90% of all appeals 
in 365 days is achievable.  The FY 2021 target must remain TBD until at least the 3rd quarter of FY 2020 

 
 

Strategic Goal 3 
Maintain High Standards of Stewardship and Accountability 

Strategic Objectives Performance Strategies 
8. Provide exceptional customer service • Maintain exemplary customer satisfaction ratings 
9. Meet or exceed the financial and ethical 

standards that apply to PBGC as a major 
financial and government institution, and 
monitor cash flows 

• Manage investments prudently consistent with investment 
policy  

• Collect insurance premiums due  
• Continue to monitor the efficient use of PBGC’s cash flows   

10. Maintain effective IT Security • Maintain adequate IT security posture based on FISMA 
guidance and as measured by FISMA metrics  

11. Maintain a high performing workforce • Retain and train a highly skilled multidisciplinary workforce 
• Foster a diverse, high-performing workforce  
• Support supervisors and managers on managing employee 

performance 

12. Encourage and support a diverse and inclusive 
work environment that encourages employee 
engagement 

• Foster a culture of inclusion that encourages collaboration, 
flexibility and fairness   

13. Strengthen enterprise risk management • Implement enterprise risk management strategies  
14. Strengthen transparency, disclosure and 

communication 
 

• Provide effective and timely communication with plan 
participants and other stakeholders  

• Inform stakeholders about provisions of key regulatory 
proposals and enacted legislative changes 

15. Strengthen contractor oversight to reduce 
enterprise-wide risks 

• Implement an enterprise-wide plan to improve contract 
oversight  

Goal Leaders: Chief Management Officer / Chief Financial Officer / Chief Information Officer / General Counsel / 
Chief Policy Officer 

 
Performance Area ($ in thousands) FY 2019 FY 2020 FY 2021 
Operational Support Total Funding 165,126 156,869 167,782 

Total FTE 420 410 410 
 

Customer Service measurement activities support Strategic Objective 8 (Provide exceptional customer service) by 
responding to requests for service and information from pension plan sponsors as well as providing online tools 
for plan sponsors. Results are measured through the following Performance Goals, Strategies and Measures. 

Performance Goal(s):  Performance Strategy: 
• Maintain exemplary customer satisfaction ratings 
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• Achieve 80 or higher customer satisfaction score 
on PBGC’s online premium filing tool, MyPAA, 
by FY 2022 

• Achieve 74 or higher on PBGC’s premium filer 
customer satisfaction survey by FY 2022  

Performance Measures & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020 
(Target) 

 

FY 2021 
(Target) 

PBGC’s actions result in satisfaction scores which meet or 
exceed targets for MyPAA online survey 

85 
(79) 

84 
(80) 

79 
(80) 

(80) (80) 

PBGC’s actions result in satisfaction scores which meet or 
exceed targets for Premium Filer survey 

77 
(73) 

76 
(74) 

74 
(74) 

(74) (74) 

What actions will you take in FY 2021 to achieve the targets described above? 

• Continue use of existing customer service best practices. 
 
 

Customer Service Response activities supports Strategic Objective 8 (Provide exceptional customer service) by 
responding to requests for service and information from pension plan participants as well as providing online 
tools for plan participants. Results are measured through the following Performance Goals, Strategies and 
Measures. 

Performance Goal(s):  
• Achieve 83 or higher on PBGC’s Customer Satisfaction 

survey by FY 2022 
• Achieve 77 or higher on PBGC’s MyPBA customer 

satisfaction survey by FY 2022 
• Achieve 83 or higher on PBGC’s participant caller 

customer satisfaction survey by FY 2022 

Performance Strategy: 
• Maintain exemplary customer satisfaction 

ratings 

Performance Measure & Targets FY 2017 
Result 

(Target)  

FY 2018 
Result  

(Target 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

PBGC’s actions result in satisfaction scores which meet or 
exceed targets for Customer Satisfaction Survey 

71 
 

70 
 

73 
(80) 

(TBD) (TBD) 

PBGC’s actions result in satisfaction scores which meet or 
exceed targets for MyPBA Customer Satisfaction Survey 

76 
(77) 

77 
(77) 

77 
(77) 

(77) (77) 

PBGC’s actions result in satisfaction scores which meet or 
exceed targets Participant Caller survey 

83 
(83) 

84 
(85) 

84 
(85) 

(85) (85) 

What actions will you take in FY 2021 to achieve the targets described above? 

• Regular monitoring of customer service delivery 
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Financial Operations activities support Strategic Objective 9 (Meet or exceed the financial and ethical standards 
that apply to PBGC as a major financial and government institution and monitor cash flows) by producing 
financial statements. Results are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Attain an unmodified audit opinion on 
annual financial statements 

Performance Strategy: 
• Collect insurance premiums due 
• Continue to monitor the efficient use of PBGC’s cash flows 

Performance Measures & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020 
(Target) 

 

FY 2021 
(Target) 

PBGC’s actions will result in an unmodified Financial 
Statement Audit 

Yes 
 

Yes 
 

Yes 
(Yes) 

(Yes) (Yes) 

What actions will you take in FY 2021 to achieve the targets described above? 

• N/A 
 
 

Corporate Controls and Review activities support Strategic Objective 9 (Meet or exceed the financial and ethical 
standards that apply to PBGC as a major financial and government institution and monitor cash flows) by 
providing a written report on results of Improper Payment Risk Assessment for selected payment streams. Results 
are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Comply with the Improper Payments Elimination 
and Recovery Act of 2010, to prevent, detect and 
recover improper payments 

Performance Strategy: 
• Maintain a robust control environment that will 

prevent, detect and recover improper payments 
 

Performance Measure & Targets 
 

FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020 
(Target) 

 

FY 2021 
(Target) 

PBGC’s actions result in compliance with Improper 
Payments Elimination and Recovery Act N/A 

 
 
 
 
 
 

N/A 
 
 
 
 
 
 

Complia
nce with 
Improper 
Payments 
Eliminati

on and 
Recovery 

Act of 
2010 

(Complia
nce with 
Improper 
Payments 
Eliminati

on and 
Recovery 

Act of 
2010) 

(Complian
ce with 

Improper 
Payments 
Eliminatio

n and 
Recovery 

Act of 
2010) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Conduct improper payments risk assessment on selected payment streams 

 
 

Corporate Investment activities support Strategic Objective 9 (Meet or exceed the financial and ethical standards 
that apply to PBGC as a major financial and government institution and monitor cash flows) by providing 
investment management services for plans trusteed by the PBGC and for assets managed by the Corporation. 
Results are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Comply with the asset allocation set forth in the 
Investment Policy Statement 

• Conduct quality due diligence on the PBGC 
investment portfolios 

Performance Strategy: 
• Manage investments prudently and consistent with 

investment policy 
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Performance Measure & Targets 
 

FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020  
(Target) 

 

FY 2021 
(Target) 

PBGC’s actions result in compliance with asset allocation 
listed in current Investment Policy Statement 

N/A Yes 
(Yes) 

Yes 
(Yes) 

(Yes) (Yes) 

What actions will you take in FY 2021 to achieve the targets described above? 
• N/A 

 
 

Information Technology Security activities support Strategic Objective 10 (Maintain effective IT Security) by 
producing Annual and quarterly FISMA reports, “Managing Risk” ratings for Cybersecurity Framework (CSF) 
functions (Identify, protect, detect, respond and recover), operationalizing an insider-threat program and 
automating ICAM functions. Results are measured through the following Performance Goals, Strategies and 
Measures. 
Performance Goal: 

• Achieve “Managing Risk” on OMB’s Annual 
FISMA Report Cybersecurity Risk Management 
Assessment (RMA) 

• Achieve 90% or higher overall average on the 
Cybersecurity Cross-Agency Priority (CAP) 
goals 

• Maintain or exceed “Level 3: Consistently 
Implemented Rating” on the OIG Cybersecurity 
Framework Functions 

Performance Strategy: 
• Maintain adequate IT security posture based on NIST 

guidance and as measured by FISMA metrics 
• Ensure on-going authorization of all FISMA reportable 

system by overseeing information security continuous 
monitoring (ISCM) 

• Implement, identify, and credential access management 
(ICAM) solutions 

Performance Measure & Targets 
 

FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020 
(Target) 

 

FY 2021 
(Target) 

OMB Risk Management Assessment (RMA) N/A Yes 
(Yes) 

Managing 
Risk 
(Yes) 

(Managing 
Risk) 

(Managing 
Risk) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Establish a contingency plan 
• Conduct independent control assessment of the established ISCM/Core-controls 
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Equal Employment Opportunity activities support Strategic Objective 12 (Encourage and support a diverse and 
inclusive work environment that encourages employee engagement) by assisting in the eradication of employment 
discrimination, improving diversity in the workplace, and creating an environment where all PBGC employees are 
valued, respected, and free to develop and perform to their fullest potential. Results are measured through the 
following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Achieve an increase in Persons with Disabilities 
and Targeted Disabilities, Asian, Black and 
Hispanic Representation in GS-15 and SL 
positions by 1- 2% within 3 years for each 
category, per the EEOC’s benchmark of having 
grade representation more reflective of the 
representation in the agency’s total workforce 

• Continue to conduct YOUniversity Bias Training to 
create opportunities for individuals to investigate 
their bias and to understand bias’s impact on equal 
employment opportunity 

• Foster a culture of inclusion that encourages 
understanding, collaboration, fairness, and equal 
opportunity 

• Continue to develop programs and trainings that will 
provide PBGC’s workforce with information that 
will assist with career development 

Human Resources activities support Strategic Objective 11 (Maintain a high performing workforce) through 
recruitment and retention of a highly skilled and diverse workforce; train leaders who can properly address 
employee performance and misconduct and operate a comprehensive Work Life and Wellness Program. Results 
are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal(s): 
• Recruit a diverse workforce 
• Train supervisors and managers on managing employee 

performance and conduct 
• Ensure employee relations specialists are proficient in the 

Performance Management and Employee and Labor 
Relations Programs 

• Maintain a robust Management and Leadership Training 
Program 

• Increase participation in Work Life and Wellness Programs 
• Achieve a diverse and inclusive work environment 

Performance Strategy: 
• Attend job fairs and visit colleges and 

universities 
• Support supervisors and managers on 

managing employee performance and conduct 
• Provide managers with necessary leadership 

tools and training  
• Promote and encourage Work Life and 

Wellness activities  
• Foster a culture of inclusion that encourages 

collaboration, flexibility, and fairness 
 

Performance Measures & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Conduct a minimum of two performance and employee 
conduct trainings 

N/A 2 
(2) 

8 
(2) 

(2) (2) 

Participate in a minimum of two targeted job fairs  N/A 2 
(2) 

2 
(2) 

(2) (2) 

Provide work life balance and wellness events N/A 26 
(20) 

42 
(20) 

(25) (25) 

What actions will you take in FY 2021 to achieve the targets described above? 

• Increase marketing and training on the Telework Program 
• Automate management training on addressing employee performance and conduct  
• Continue participating in outreach recruitment activities 
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Performance Measure & Targets 
 

FY 2017 
Result 

(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 
 

FY 2020 
(Target) 

 

FY 2021 
(Target) 

Increase gradually – ½% each year until grade 
representation for these groups increase in GS-15 and SL 

Yes 
(Yes) 

Yes 
(Yes) 

Yes 
(Yes) 

(Yes) (Yes) 

What actions will you take in FY 2021 to achieve the targets described above? 
• Continue to conduct barrier analysis to identify potential barriers to equal employment opportunity 
• Continue to leverage affirmative employment committees to develop programs that support professional 

development of diverse groups   
• Continue to be proactive in mitigating complaints by providing EEO trainings that inform and educate 

 

 

Enterprise Risk Management activities support Strategic Objective 13 (Strengthen enterprise risk management) 
by maintaining an Entity-wide Risk Profile, an Entity-wide Risk Register, a Key Risk Indicators Dashboard and 
promoting ERM Integration with budget, organizational performance and strategic planning. Results are 
measured through the following Performance Goals, Strategies and Measures. 
Performance Goal(s): 
• Implement OMB A-123 enterprise risk management 

requirements 

Performance Strategy: 
• Implement enterprise risk management 

strategies  
Performance Measures & Targets FY 2017 

Result 
(Target) 

FY 2018 
Result 

 (Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Identification of emerging entity-wide risks in a timely 
manner 

N/A N/A N/A 

(Increased 
identificatio

n of 
emerging 

entity-wide 
risks in a 

timely 
manner) 

(Increased 
identificat

ion of 
emerging 

entity-
wide risks 

in a 
timely 

manner) 
Continued knowledge sharing related to risks 

N/A N/A N/A 

(Increase in 
risk-

informed 
decision-
making) 

(Increase 
in risk-

informed 
decision-
making) 

Constant vigilance to foster risk culture 
 

N/A N/A N/A 

(Continued 
communica

tion 
regarding 

ERM) 

(Continue
d 

communic
ation 

regarding 
ERM) 

What actions will you take in FY 2021 to achieve the targets described above? 
 
• Conduct entity-wide risk assessment 
• Work with business owners to identify and review key risk indicators and emerging risks 
• Include risks as key input for strategic planning and organizational performance processes 
• Include risks as a consideration and decision criteria for budget decisions 
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External Corporate Internet Program activities support Strategic Objective 14 (Strengthen transparency, 
disclosure and communication) by providing online tools for plan participants and plan sponsors and continuing 
to enhance the website experience for the general public, plan participants and sponsors.  Results are measured 
through the following Performance Goals, Strategies and Measures. 
Performance Goal(s): 

• Achieve a score of 78 or higher on PBGC’s 
website customer satisfaction survey by FY 
2022 

• Research and implement improvements each 
year to PBGC’s communications (including 
PBGC.gov) in response to customer feedback 
and key performance indicators (surveys, etc.)   

Performance Strategy: 
• Engage with employers, workers and pension 

practitioners to encourage pension plan continuation 
and strengthen retirement security 

• Maintain exemplary customer satisfaction ratings 
• Provide effective and timely communication with 

plan participants and other stakeholders   

Performance Measures & Targets FY 2017 
Result 

(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

A target level number of improvements to the usability 
and content of PBGC.gov per year 

N/A N/A N/A 
New 

Measure 

(6) 
 

(8) 
 

PBGC’s actions result in satisfaction scores which meet 
or exceed targets website customer satisfaction online 
survey  

72  
(75)  

75  
(75)  

75  
(75)  

(75)  (75)  

What actions will you take in FY 2021 to achieve the targets described above? 
 

• Research and implement at least eight targeted improvements per year to agency communications (including in 
response to customer feedback and key performance indicators (surveys, etc.))     

 

 
 

Procurement and Acquisition activities support Strategic Objective 15 (Strengthen contractor oversight to reduce 
enterprise-wide risks) by providing resources for the PBGC acquisition community to strengthen contractor 
oversight. Results are measured through the following Performance Goals, Strategies and Measures. 
Performance Goal: 

• Implement an enterprise-wide plan to 
improve contract oversight 

Performance Strategy: 
• Implement ongoing activities and training to streamline and 

improve contractor oversight 
Performance Measure & Targets FY 2017 

Result 
(Target) 

FY 2018 
Result 

(Target) 

FY 2019 
Result 

(Target) 

FY 2020 
(Target) 

FY 2021 
(Target) 

Number of activities and streamlined guidance  
implemented 

N/A 5 
(5) 

16  
(5) 

 (5)  (5) 

What actions will you take in FY 2021 to achieve the targets described above? 
 

• Provide continuous training and communication for and between Contract Officers (COs) and Contract Officers 
Representatives (CORs) 
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OPERATIONS IN BRIEF  

FY 2019 OPERATIONS IN BRIEF 

 Target 2019 2018 

GOAL 1: Preserve Plans and Protect Pensions 

Participants Protected in Single-Employer Plans 
Sponsored by Employers Emerging from 
Bankruptcy 

 12,000 52,000 

Standard Termination Audits of Single-Employer 
Plans: Additional Payments  $5.1 M paid to 

993 people 
$12.2 M paid to 

4,157 people 

Single-Employer Participants Receiving Benefits   932,000 861,000 

Single-Employer Participants to Receive Benefits 
in the Future   591,000 532,000 

Multiemployer Participants Receiving Benefits   66,900 62,300 

Multiemployer Participants to Receive Benefits in 
the Future   27,300 27,800 

GOAL 2: Pay Timely and Accurate Benefits 

Estimated Benefits Within 10% of Final 
Calculation 95% 96% 93% 

Average Time to Provide Benefit Determinations 
(Years) 5.5 5.6 6.1 

Improper Payment Rates Within OMB 
Threshold5F

6 <1.5% Yes Yes 

Applications Processed in 45 Days  87% 90% 91% 

GOAL 3: Maintain High Standards of Stewardship and Accountability 

Retiree Satisfaction – ACSI6F

7 Score 90 91 89 

Caller Satisfaction – ACSI Score 85 84 84 

Premium Filer Satisfaction – ACSI Score 74 74 76 

Overall Customer Satisfaction7F

8 Score 80 73 77 

Financial Net Position – Single-Employer   $8.7B $2.4B 

Financial Net Position – Multiemployer   ($65.2B) ($53.9B) 

Unmodified Financial Statement Audit Opinion  Yes Yes Yes 

 
6 The OMB threshold for significant improper payment reporting is as follows: amounts that exceed (1) both 1.5 percent and $10 million in improper 
payments, or (2) $100 million in improper payments.   
7 The American Customer Satisfaction Index (ACSI) uses a 0-100 scale; 80 or above is considered excellent. 
8 This measures customer satisfaction with information and services provided by the Corporation. 
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