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Customer Service Improvements 
and Trends

Item 5C – Employee Trust Funds Board

Anne Boudreau, Deputy Administrator

Division of Retirement Services



Customer Service Improvements and Trends – December 14, 2023 2

Informational item only
No Board action is required.
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ETF Work Volume and 
Retirement Trends
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North Star Dashboards
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Retirement Data - Quarter 3
5,159

3,177
2,860

761

5,209

3,278

2,583

804

Change, 1.0%

Change, 3.1%
Change, -9.8%

Change, 5.7%

Retirement Estimates
Requested

Retirement Applications
Received

Retirement Annuities
Started

Retirement
Lump Sums Paid

2022 2023
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Customer Service - Quarter 3

45,546

4,456

50,002

40,271

3,818

44,089

Change, -11.6%

Change, -14.3%

Change, -11.8%

Calls Email Total

2022 2023
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ETF Operational 
Improvements



Customer Service Improvements and Trends – December 14, 2023 8

Customer Interactions
Continuous incremental improvements 
as we strategically build for the future – 
One ETF Voice.
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Customer Service Improvements

Health Insurance 
Change 

Acknowledgement
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Process Improvements

More Accurate 
Death Information
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Questions?



Customer Service Improvements and Trends – December 14, 2023 12

Thank you

wi_etf etf.wi.gov
608-266-3285

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