Customer Service Improvements

and Trends
Item 5B — Employee Trust Funds Board
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Division of Retirement Services




Informational item only

* No Board action is required.



ETF Work Volume and
Retirement Trends




North Star Dashboards

A) Beneficiary Designation B) Contacts with ETF (Calls) B) Contacts with ETF (Email)
Q12022 Q12023 SLA Q12022 Q12023 SLA (A Q12022 Q12023 SLA
99,8% 99.6% 90% 51.9% 52.3% 70% 100.0% 100.0% 95%
C) Retirement Estimates D) Retirement Applications E) Appointments
(A
Q1 2022 Q12023 SLA Q12022 Q12023 SLA Q12022 Q12023 SLA (S/
)
% 0% %
I 11.2 4.5 15 87.0% 71.0% 90% 24.9 36.6 15 (’8/1
F) Payment Set-up G) Death Benefit Estimates
Q12022 Q12023 SLA Q12022 Q12023 SLA
100.0% 100% 100% 919 97% 90%
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Retirement Data - Quarter 1

m20222 m2023

Change, 3.4%
| |

6,534 il
Change, -18.3%
Change, -21.6%
3,344 SR
2,732 2,732
|Change, -9.8% |
469 423
I .
Retirement Estimates Retirement Applications Retirement Annuities Retirement
Requested Received Started Lump Sums Paid
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Customer Service - Quarter 1

Change, 3.3%

52,836 54,581

Calls

o
(F)

m20222 ®2023 [Change, 3.2%]

58,880 60,763

|Change, 2.3%|

6,044 6,182
Email Total
>
(<) B
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ETF Operational
Improvements



Continuous incremental improvements
as we strategically build for the future-
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Customer Service Improvements

Better Interface for
Member Meetings
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Process Improvements

Successful Annual More Accurate
Reconciliation Death Information




Questions?



608-266-3285
1-877-533-5020

etf.wi.gov ﬁ ETF E-mail Updates
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