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Customer Service Improvements 
and Trends

Item 7B

Anne Boudreau, Deputy Administrator

Division of Retirement Services
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ETF Work Volume and 
Retirement Trends
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Retirement Estimates



Customer Service Improvements and Trends – March 23, 2023 4

Retirement Applications
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Retirement Data - Quarter 4
5,212

3,268

1,496

706

4,726

2,862

1,438

672

Change, -9.3%

Change, -12.4%

Change, -3.9%

Change, -4.8%

Retirement Estimates
Requested

Retirement Applications
Received

Retirement Annuities
Started

Retirement
Lump Sums Paid

2021 2022
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Retirement Data - Year
25,764

15,537

10,564

3,854

23,765

14,419

10,907

2,892

Change, -7.8%

Change, -7.2%

Change, 3.2%

Change, -24.9%

Retirement Estimates
Requested

Retirement Applications
Received

Retirement Annuities
Started

Retirement
Lump Sums Paid

2021 2022
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Member Calls
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Customer Service - Quarter 4

41,752

4,589

46,333
50,361

5,068

55,429
Change, 20.6%

Change, 10.4%

Change, 19.6%

Calls Email Total

2021 2022
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Customer Service - Year

173,013

19,059

192,072
201,055

20,281

221,336

Change, 16.2%

Change, 6.4%

Change, 15.2%

Calls Email Total

2021 2022
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ETF Operational 
Improvements
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As we strategically build for the future, we make incremental 
operational improvements to better serve our customers
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Customer Service Improvements

Improved Employer 
Resource 

Information

Return to
Outreach



Customer Service Improvements and Trends – March 23, 2023 13

Process Improvements

Direct and Automatic 
Data Transmission to 

Member Files

More Accurate Death 
Information
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Questions?
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Thank you

wi_etf etf.wi.gov
608-266-3285

1-877-533-5020ETF E-mail Updates
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