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INTRODUCTION

Our mission, “To secure and deliver the benefits promised to and 
earned by our members,” guides our actions today and shapes our 
aspirations for the future. “Advancing Our Mission, Empowering Our 
Future” is a forward-looking roadmap designed to help us fulfill our 
mission, embody our vision, and live our shared values.

This strategic plan will guide our work to continue to ensure that 
every member can retire with confidence, security, and peace of mind. 
Achieving this vision requires more than operational excellence—it 
demands collaboration, integrity, and leadership at every level of our 
organization.

Our mission reminds us who we serve. Our values define how we serve 
them. Our strategic goals focus on four key areas: preserving the long-
term health of the plan through sustainable funding; improving the 
customer service experience for members and employers; advancing 
technology to deliver secure and seamless support; and strengthening 
our organization and governance to build resilience and empower our 
people.

This is more than a strategic plan—it is a collective commitment to 
advancing our mission. We know that the future will not be built by 
one person, one team, or one idea alone. It will be shaped by all of us 
working together.

On behalf of SURS, I invite all our stakeholders to join us in empowering 
our future.

Sincerely,

Suzanne Mayer
Executive Director
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Mission and Vision
OUR MISSION To secure and deliver the benefits promised 

to and earned by our members.

OUR VISION To be a trusted partner that empowers our 
members to retire with confidence, security, 
and peace of mind.
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Our Values

OUR VALUES

Trustworthiness
We lead with honesty 

and ethics in every 
interaction.

Accountability
We own our actions and 

hold ourselves responsible 
for meeting performance 

expectations.

Stewardship
We uphold our 

fiduciary duty by 
safeguarding our 
members’ assets 

and prudently 
managing 

the resources 
entrusted to us.

Collaboration
We build 

supportive, 
inclusive 

relationships, 
and work 

together to 
achieve shared 

goals and 
objectives.

Service Excellence
We deliver accurate, 
timely, efficient, and 
empathetic service, 

continually improving 
to meet evolving 

needs.

Leadership
We embrace our 

responsibility to lead 
by example, elevate 
others, foster trust, 

and champion a 
culture of integrity and 

service.
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FUNDING
Strategic Goal #1
Preserve and protect plan 
assets.

Objectives
A.	 Evaluate and strengthen portfolio 

management and risk mitigation strategies 
on an ongoing basis. 

B.	 Increase structured education and 
engagement with legislators.

C.	 Engage with peers and stakeholder groups 
to share insights and raise awareness 
around sustainable funding practices.

Success Statements
We will successfully achieve our objectives if 
we make significant progress toward our long-
term aspirations:

1.	 The SURS Board defines and upholds 
investment policies that prudently balance 
risk and returns.

2.	 SURS safeguards contributions and assets.

3.	 SURS portfolio performance demonstrates 
resilience during increased market 
volatility.

4.	 SURS builds trusted relationships with 
key legislators and stakeholders through 
initiatives that broaden knowledge-sharing 
and deepen understanding of the impact 
of decisions on SURS members.

5.	 SURS is a valued and respected business 
partner within the investment community.
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CUSTOMER 
SERVICE
Strategic Goal #2
Enhance member and
employer experience 
through service  excellence.

Objectives
A.	 Improve efficiency and responsiveness in 

resolving member and employer service 
requests.

B.	 Enhance member and employer 
satisfaction assessments to generate 
actionable insights that drive continuous 
improvement.

C.	 Optimize onboarding education for new 
members and employer representatives.

D.	 Increase member engagement through 
targeted and effective outreach strategies.

Success Statements
We will successfully achieve our objectives if 
we make significant progress toward our long-
term aspirations:

1.	 Members and employers consistently 
experience timely and accurate resolution 
of service requests.

2.	 Ongoing, well-designed satisfaction 
assessments yield actionable insights that 
drive measurable improvements.

3.	 Members demonstrate greater confidence 
in selecting and understanding their 
retirement plan.

4.	 Employer representatives display 
increased clarity and confidence in 
understanding their roles, responsibilities, 
and processes for supporting SURS and 
serving our members.

5.	 Member engagement in programs, 
communications, and educational 
opportunities increases across key 
demographics and channels.
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TECHNOLOGY
Strategic Goal #3
Deliver secure and
frictionless service through 
technology innovation.

Objectives
A.	 Implement the new Pension 

Administration System, including 
redesigned member, employer, and 
reciprocal portals—ensuring successful 
adoption and functionality.

B.	 Continue to improve security posture, 
training, and protocols on an ongoing 
basis.

C.	 Leverage technology tools to enhance 
member support.

D.	 Equip staff with the skills and capabilities 
needed to effectively adopt new 
technologies.

Success Statements
We will successfully achieve our objectives if 
we make significant progress toward our long-
term aspirations:

1.	 The new Pension Administration System is 
implemented, adopted, and functioning as 
intended.

2.	 Continuous testing and user feedback 
are embedded into standard operations, 
resulting in timely updates, quick issue 
resolution, and measurable increases in 
system performance and user satisfaction.

3.	 SURS has effective processes that protect 
member data and systems from evolving 
threats.

4.	 SURS technology delivers faster, 
personalized, data-informed member 
interactions that improve service accuracy, 
quality and satisfaction.

5.	 Staff effectively adopt and leverage new 
technologies, enabled by continuous 
training and support.
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ORGANIZATION 
& GOVERNANCE
Strategic Goal #4
Build organizational
resilience through talent, 
culture, and governance.

Objectives
A.	 Foster an agile, high-performing 

workforce.

B.	 Develop internal leaders through targeted 
professional development programs.

C.	 Evaluate and strengthen organizational 
culture and internal communication.

D.	 Enhance decision-making processes to 
support strategic focus.

E.	 Strengthen relationships with public 
pension peers to identify and implement 
best practices.

Success Statements
We will successfully achieve our objectives if 
we make significant progress toward our long-
term aspirations:

1.	 SURS adapts quickly and efficiently 
to change through cross-functional 
collaboration, streamlined processes, and 
continuous improvement.

2.	 SURS leadership develops a robust internal 
pipeline of leaders through intentional 
learning and mentoring.

3.	 SURS fosters a culture where staff at all 
levels are highly engaged, aligned with 
organizational values, and supported by 
open communication, inclusivity, and 
professional growth.

4.	 SURS Board demonstrates governance 
excellence.

5.	 All decision-making at SURS is timely, 
inclusive, and data-informed, enabling 
confident action aligned with strategic 
priorities.

6.	 SURS partnerships with peer public 
pensions drive shared learning, innovation, 
and measurable impact.
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“SURS representatives set the Gold Standard 
in Customer Service. I haven’t called much 

over the years but, when I do, I leave the 
call highly satisfied. I also expressed my 

satisfaction to the person.”

“I genuinely believe that everything SURS has provided 
me has been nothing less than top-notch.”

“I have always found the SURS 
representatives to be well informed, 
friendly, and helpful. I feel fortunate 

to be a SURS member.”

“I really appreciated the pre-retirement 
seminars that are offered. They contained great 
information and were not  overwhelming. Thank 
you for providing this service.”

“Please keep up the good work! You 
are a great help for those of us that 
just do not know about our future. 

Thank you, all!”



www.surs.org

http://www.surs.org
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