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Field Service Initiatives and RRB 
Internet for Employees



Objectives

• Cover Recent Field Service Changes to Customer Service

• Overview of  Website Improvements  and Online Services

• Upcoming Login Process

• Overview of the New Online Application

• Update on Developing Projects



Field Office Service Initiatives
Nation-Wide Phone Call Routing

Altered Wednesday Schedule 



Nationwide Calling

• Calls are directed to local office first

• If all lines are busy, directed to the first 
available Claims Representative in the 
country.

• Reduced wait times from an average of 
9.53 minutes to 2.53 minutes.

• Dramatically reduced the percentage of 
abandoned phone calls per month, from 
13.19 % to 4.54%. 

• Increased number of calls answered per 
day by approximately 105 calls.

Effective July 15, 2017



Adjusted Office Hours

Effective June 1, 2016 

U.S Railroad Retirement Board
Office Hours

Monday 9:00 AM – 3:30 PM

Tuesday 9:00 AM – 3:30 PM

Wednesday 9:00 AM – 12:00 PM

Thursday 9:00 AM – 3:30 PM

Friday 9:00 AM – 3:30 PM

Closed on Federal Holidays



WWW.RRB.GOV
A Website for Your Future

(Re-Platforming and Online Services)



Re-Platform

• Better Aesthetics

• More Owner Capabilities

• Accessible to Smart Phones

• Accessible to Tablets



Benefit Online Services

• Conduct RRB Business

• View Account Information

• 24/7 Access





Online Services
Login Required

• Retirement Annuity Rate Estimate

• Unemployment Benefit Application

• Claim Unemployment or Sickness Benefits

• View RUIA Account Statement

• View Service and Compensation History



Annuity Rate Estimate

Retirement Planning



Railroad Unemployment Insurance Act (RUIA)
Internet  VS. Postal Service

UI 
Applications

UI
Claims

SI
Claims

Month(s) Total Internet % Total Internet % Total Internet %

January through 
April 2018

3,353 1230 37% 30,871 18,577 60% 53,203 28,638 54%



Unemployment Application







RUIA Account Statement
• Last 5 Payment Amounts and Dates

• Date RRB received most recent application, claim, or 
Supplemental doctor’s statement

• Current Address and EFT information





Online Services
No Login Required

• Request Duplicate Tax Statement

• Request Monthly Rate Verification

• Request Replacement Medicare Card

• Request Service and Compensation History

• Online Bill Payment



Easy Selection 
Menu

Duplicate Tax Statements, Replacement Medicare 
Cards, Benefit Information



Secure Email Request

Easy Entry and Securely Submitted for Automated 
Processing 



Convenient Bill Payment

Directs you to a Secure Site



LOGIN.Gov
Offering Secure and Private Online Access



Easier Access to Online 
Services

Secure Account

Identity Proofing

Instant sign-up

Instant Password Reset











Online Employee Application
Convenient Retirement Filing



Introduction Screen for the Online AA-1



Projects in the Planning Phases
Looking Ahead



On The Horizon

• Online AA-3 (Spouse Retirement Application)

• Transition from Pin/Password

• Additional Online Applications and Services



Questions?
For additional information after the seminar, please visit our website www.rrb.gov

http://www.rrb.gov/
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