801 W Badger Road
PO Box 7931
F g _STATE OF WISCONSIN Madison Wl 53707.7931
» e Depaﬂ'menf of Employee Trust Funds 1-877-533-5020 {foll free)
; o SCORSIN BEPARTMERT David A. Stella Fax {608} 267-4549
o SECRETARY http://etf.wi.gov
CORRESPONDENCE MEMORANDUM
DATE: November 1, 2010
TO: Employee Trust Funds Board
Teachers Retirement Board
Wisconsin Retirement Board

FROM: Roger Fletcher, Program & Benefit Information Bureau Director and
: Shawn Smith, Member & Employer Services Bureau Director
Division of Retirement Services

SUBJECT: Accessibility of Benefit Information

This memo is for informational purposes only. No Board action is required.

The Department’s goal has always been one of providing Wisconsin Retirement System
- (WRS) members with excellent service and easily-accessible information about their
benefits so they can make well-informed decisions. We recognize that many of these
decisions are irrevocable and individual WRS member needs vary greatly. We account
for this by offering a variety of ways to obtain information about the WRS, as described
below.

Appointments and Walk-ins: We currently provide one-on-one service to an average
of nearly 8,000 members per year through scheduled and unscheduled (walk-in)
meetings. Meetings average one hour and more than 75% of the meetings are with
members who are considering retirement and want to better understand available
benefit options and the process of retiring.

Small Group Appointments: Small group appointments, which continue to grow in
popularity, are geared toward members who are considering retirement and have
retirement estimate packets. Each session runs approximately two hours and average
attendance is eight members (and their guests) per session. Just over 200 group
sessions were held during 2009. However, we expect to conduct nearly 300 per year
beginning in 2011, as we plan to conduct two group appointments in each outreach
district per month.
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Public Presentations: Large group presentations are held each spring and fall at
several locations throughout the state. During these standard two hour presentations,
attendees receive an excellent overview of WRS benefits and have an opportunity to
ask questions throughout the session. Attendance can at times reach 300 people per
event. In the near future, we hope to offer two public presentations in each outreach
district, which will increase the number of presentations from approximately 20 to almost
30 per year.

Private Presentations: WRS employers and some employer associations often ask
Department staff to hand out WRS benefit information at benefit fairs or similar
functions. Our goal is to increase employer access to our staff through these “private
presentation” requests as a part of the Department’s overall strategy to increase
outreach and education. We accommodated 85 of these requests in 2009 and hope to
expand to 130 in the coming years.

Telephone Inquiries: Members may call the Department’s toll-free number
(877/533-5020) to speak with a benefits specialist in our Contact Management section.
Nearly 200,000 calls are received annually and, on average 80% of calls are resolved
on the initial contact.

E-mail: Members corresponding via e-mail is an increasingly popular means of
obtaining information from the Department. Although e-mail contacts can be made
directly to ETF staff, the vast majority of contacts are made via the Department’s secure
e-mail server. On average, members submit approximately 1,000 e-mails per month.

Telephone Message Center: The Department maintains an automated Telephone
Message System (800/991-5540) that provides 75 pre-recorded messages on a wide
variety of benefit-related topics. This system is available 24 hours a day, 7 days a
week, and is helpful to those who do not have Internet access.

Written Correspondence: Members write to the Department with a variety of
questions. Benefit specialists in the Division of Retirement Services and other areas of
the Department prepare individualized written responses to these inquiries. The
Department receives approximately 2,300 written inquiries on an annual basis.

Internet Site: The Department’s Internet site (htip.//etf.wi.gov/) provides extensive
benefit information and access to key forms and brochures. The site also has helpful
calculators, videos, links to state statutes and state administrative rules, benefit
summaries, program information, and much more. The ETF Internet site receives an
average of over 230,000 hits per day, although that number includes hits from
automated search engines. We assume about 3000 to 4000 of those daily hits are from
legitimate visitors to our site.
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Video Library: The Department’s video library contains nearly 50 videos that educate
members and employers about important benefit-related topics, including how to
complete a retirement application, calculating retirement benefits online, WRS payment
options, death benefits, and the annual Statements of Benefits. The member-criented
videos alone have been viewed almost 16,000 times since the beginning of this year.

Informational Brochures: The Department has extensive benefit information available
in our booklets and brochures, nearly all of which are also available online. These
materials are sent out upon request or included in the retirement and separation benefit
packets, when appropriate.

WRS News (formerly Trust Fund News): This newslefter, a new joint publishing
venture with the State of Wisconsin Investment Board, routinely includes information on
current topics of interest to WRS members. The newsletter is published three times
each year (January, May, and September) and feedback on the quality of this
newsletter remains very positive.

WRS Annual Statements of Benefits: Until members retire, they receive an annual
Statement of Benefits each spring showing their WRS account balances, creditable
service, most recent annual earnings, projected retirement and/or separation benefit,
and an informational insert that explains the data items included on the statement.

Staff will be available at the meeting to answer questions.



