
DRS Customer Service Update  – March 25, 2021 1

Customer Service Update
Joint Meeting Item 4A 

March 25, 2021

Anne Boudreau, Deputy Administrator  

Division of Retirement Services 
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Work Volume and 
Production 
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Retirement Trends

6,160 5,385

25,765 28,722

2019 2020

Q4 Year

Retirement 
Estimates
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Retirement Trends

3,195 3,467

4,918

5,955

2019 2020

Q4 Year

Retirement 
Applications
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Retirement Trends

25,765 24,299

14,412
14,748

2019 2020

Estimates Applications

Adjusted 
Totals
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Member Deaths

5,089
5,821

1,190

1,104

2019 2020

Annuitant

Non-Annuitant

Deaths 
Reported

10.3%
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Member Contacts to ETF
47,417 43,852

Q4 2019 Q4 2020

4,079 4,582

Q4 2019 Q4 2020

Calls
7.5%

Emails
12.3%
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ETF Projects and 
Accomplishments
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Process Improvement: Purchase 
of Other Governmental Service

Member Education 
Up Front

Conservation of 
Resources

Better Customer 
Satisfaction
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Process Improvement: 
Training Plan for Staff

Holistic View Agile Staff Better Customer 
Satisfaction
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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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