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• Managing FRTIB expansion on 9th floor 
• Managing the Decision Intelligence portfolio 
• Coordinating an expanded survey program 
• Developing a measure of TSP participant retirement 

health  
• Implementing the acquisition planning framework 
• Coordinating the plan, process and cost 

benchmarking effort 

OEP 

Strategy 

Research 

PMO 

Measure
ment 
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Acquisition Planning Framework: Service Center Project 
• Do the research and planning to support a “best-in-class” 

procurement 
• Identifying synergies between project and major 

acquisitions planning documentation 
• Leveraging the Project Management Lifecycle to build 

integrated project and procurement teams for major 
acquisitions and to establish a singular governance 
process and workflow 
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Benchmarking 
 
 Purpose (Three Parts) 

• Identify and conduct a performance measure assessment 
and recommend improvements to key operational 
processes 

 
• Conduct a comparison of the TSP to other large Defined 

Contribution (DC) plans 
 
• Establish an on-going strategic performance management 

and benchmarking program   
 

FY 14/15 PMO Initiatives 
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2nd Quarter Performance Metrics 
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Metric Description Target Threshold Frequency 1stQ 
FY13

2ndQ 
FY13

3rdQ 
FY13

4thQ 
FY13

1stQ
FY14

2ndQ FY14 
/Comments Status

FERS Participation Rate Average FERS participation rate 90.00% 85.00% Quarterly 86.60% 87.10% 86.70% 86.40% 85.90% 87.10% 
Active Duty Uniformed 

Service Member 
Participation Rate

Percentage of active duty participants in the Plan 
relative to the eligible active duty population

Quarterly increase in active 
duty participation rate greater 
than 0.5%

Quarterly increase ≥ 0% Quarterly 40.20% 40.40% 40.40% 39.90% 39.50% 41.10% 

FERS Average Deferral 
Rate

Percent of FERS participants deferring less than 
5%

Annual decrease by 1% or 
more from prior year Annual decrease ≥ 0% Annually

22.08
(for 2012) A 

decrease of 2.66% 
from prior year

N/A 

1 Year Post-separation 
Retention

Percentage of participants that retain a balance 
with TSP one year after separation

Annual increase by 1% or 
more over prior year Annual increase ≥ 0% Annually 54.40%

A increase of 0.4.% 
from prior year

N/A

Performance Management 
Plans (PmP)

Percent (%) of FRTIB staff members in place on 
10/1 that have completed PMPs 100% by 10/31 100% by 12/31 Annually 100%

(by 12/31) N/A 

Best Places to Work 
Rankings

Ranking based on overall score which measures 
performance of agencies related to employee 
satisfaction and commitment

Top 25% Top 50% Annually 5/29 
(for 2013) N/A 

Investment Report 
Delivery

Number of days that daily investments is not  
performed by 3 PM, Eastern Time 0 days 1 day Quarterly 0 1 0 0 0 0 

Participant Account 
Information Availability

Number of days participant account information 
is not updated on the web by 8 AM, Eastern Time 0 days 1 day Quarterly 1 0 

Call Center Availability Percent (%) of time a call center is available 
during established business hours 99.80% 99.50% Quarterly 99.00% 98.90% 100.00% 100.00% 100.00% 96.90% 

Strategic Goal 2: We ensure that FRTIB is a great place to work

Strategic Goal 1: We help people retire with dignity 

Average Asset Allocation Participants elect asset allocations that reflect 
greater age-based diversification

Quarterly increase greater 
than 0.5% in proportion of 
participant balances allocated 
to the L Funds

Quarterly increase ≥ 0% Quarterly 14.40% 14.90%

Strategic Goal 3: We pursue flawless operations

15.20% 15.80% 16.20% 





11 



Office of Enterprise Planning 

12 

Research & 
Business 

Intelligence 



2013 TSP PARTICIPANT SURVEY RESULTS 
Office of Enterprise Planning 

May 19, 2014 



Survey Context 
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TSP Satisfaction 
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Survey Context 

September – November 2013 

Two Survey Instruments – One for Active 
Participants, One for Separated Participants  

Survey Randomly Distributed to 46,733 
Participants by Mail 

5,524 Respondents - 12% response rate is below 
15% rate in 2011 – 31% responded on-line; 69% via 
paper 

Page 15 



60%

40%

Separated/Active

Active

Separated

17%

19%

23%

39%

Age

Under 30 - 39

40 - 49

50 - 59

60 and over

No response

28%

31%

40%

By Retirement System

CSRS

FERS

Uniformed
Services

62%

36%

Gender

Male

Female

Median Age 55.6 years 

Survey Context:  Respondent Profile 
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  87% are satisfied with TSP 

75%

85%

95% Overall Satisfaction

75%

85%

95%
Satisfaction by 

Retirement System

TSP Satisfaction 
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Participant Survey Comments 

“TSP seems to be doing a great job adjusting to 
changing times and developing tools, investment 
options, and services beneficial to investors.”  -  

Uniformed Services Participant 
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“I am totally satisfied with the TSP. I invest for long-
term growth and the funds have done very well” - 

CSRS Participant 

“TSP is a great program but is ripe for improvement; 
look at Fidelity and USAA as a benchmark.  Currently, 

TSP is so outdated it looks like some program from 
the 1970s” – Uniformed Services Participant 



•  58% perceived the TSP to be above or well above other 
 retirement plans.  
 
•  This compares favorably to private sector plans where 28% 
 say their plan is above or well above other plans. 
 

55%

58%

37%

37%

8%

5%

0% 20% 40% 60% 80% 100%

2011

2013

Above/Well Above Others

About the Same as Others

Below/Well Below Others

TSP Satisfaction 
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Preferred Method of Communication 

 

TSP  
Website • 82% 

Annual 
Qtrly 

Statement 
• 71% 

ThriftLine • 39% 

Email • 23% 

Satisfaction with Services: TSP Communication 
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Satisfaction with Services:  Annual Statement 
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73% of separated participants indicated the monthly retirement income 
estimate on the annual statement was helpful.  This compares quite 
favorably to a recent EBRI study which found 36% thought the estimate 
was helpful. 
 



Satisfaction with Services 

Website 

Ease of 
Use 

Info and 
Tools 

Provided 

Account 
Access 

ThriftLine 

Ability to 
answer 

questions 

Hours  

Quality 
of PSR 

Services 

Participants are satisfied or very satisfied 
with the quality or service – 88%, up 3% 
from 2011 

88% 84% 

87% 

88% 

80% 

80% 
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80% are satisfied or very satisfied with 
the website - consistent with 2011 
results 
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Administrative Services 

Roll-Ins 

Post 
Separation 

withdrawals 

Ability to 
take a loan 

69% 
61% 

57% 

Satisfaction with Services 

“Wish there were more flexible 
withdrawal options in retirement.” – 

FERS Participant 



Participant Survey Comments 

“I did not consolidate my commercial IRA account into TSP 
because I wanted the flexibility to withdraw money 

periodically rather than receiving periodic payments.  I’m 
now over 70 ½ and receive minimum periodic payments.  

I’ve closed the other IRA -  FERS Participant 
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“The last time I checked into getting payments from my TSP, it 
seemed quite inflexible.  Once started, if my situation changed it 

sounded like they could not be stopped.  The application for 
getting new withdrawals was hard to understand” 

 - FERS Participant 

“More specific info on withdrawal options at 
retirement eligibility time/date” – CSRS Participant 



Planning Income 
From Multiple  

Sources 

75% 

Desired Services 

Guidance  
On Retirement 
Withdrawals 

84% 
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69% 

Links to Other  
Information 

& Tools 

77% 

Estimating  
Retirement 

Needs 



2004 중점 사업 분야 

 
 
 

  Mobile  
    Transactions  

34% 

Mobile Access  
to My Account 

44% 

Investment Options 
Offered 

46% 

Most Liked  
Services 

Financial 
Advice 42% 

Satisfaction with Services: Financial Institutions Service Offerings 
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46% would 
consider 

rolling into 
TSP 

11% have 
rolled 

account 
into TSP 

Account Retention:  Roll-in Decision 
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Active Participants 

42% would 
NOT 

consider 
rolling into 

TSP 

15% have 
already 

rolled other 
accounts 
into non-

TSP 



Account Retention: Reasons to Keep Money in TSP 
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I don’t need to 
use my TSP 
funds now 

Take 
advantage 
of TSP low 

fees 

I am receiving 
monthly payments  

Satisfied with 
investment options 
and performance 

57% 

54% 

39% 

26% 

TSP 

Separated Participants 



Account Retention:  Roll-out Decision 
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TSP 

I want to consolidate 
all retirement 

accounts 

More or Better 
Investment 

Choices 

Financial 
Advisory 
Services 

More Flexible 
Withdrawal 

Options 
Available 

Active = 42% 
Separated = 65% 

TSP 

Active = 36% 
Separated = 33% 

Active = 32% 
Separated = 22% 

Active = 24% 
Separated = 21% 

Active/Separated Participants 



Retirement Preparation and Planning:  Participant Survey Comments 

“Be cognizant of the large number of people who will retire 
within the next ten years and the services they would 

appreciate:  total retirement planning/packaging that is 
web-based, user-friendly, and well-explained.” - FERS 

Participant 
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“I am retired and would like to be able to make withdrawals 
as needed from the TSP. I would prefer to leave my money 
in TSP and have made one withdrawal.” - CSRS Participant 

“I would like to be able to leave my money in the TSP after I 
retire and continue to move it around as I feel necessary 

instead of being forced to withdraw it and invest it 
elsewhere.” - FERS Participant 



Retirement Preparation and Planning: Confidence 
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61% 
 Confident 

14% 
 Not Confident 

25% 
 Not Sure 



Retirement Preparation and Planning:  Pay Replacement 
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10% 

45% 

24% 

21% 

100% 

< 60% 

80-99% 

60-79% 



Retirement Preparation and Planning 
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70% do not 
have a specific 

retirement 
savings goal 



Next Steps 

Withdrawal Options 

Make it easier for participants to complete 
desired transactions 

2 

1 

Targeted communications – younger, lower 
income 3 

Page 34 

Leverage social/electronic outlets 4 

Consider guidance/advice 

Incorporate survey findings and do further 
analysis to build participant experience 

5 

6 



Questions 
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Mutual Fund 
Window Option 



Background 
 
The Board may authorize the addition of a 
mutual fund window under the Thrift Savings 
Plan . . . . 
 
 
Thrift Savings Plan Enhancement Act of 2009 
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What is a  
Mutual Fund Window? 

 A self-directed option that 
supplements a plan's core 
investment menu. The 
window gives participants 
access to a variety of 
additional mutual fund 
options.   

 Individual stocks, bonds, or 
commodities are not 
available through a mutual 
fund window. 
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Sources of Information 
 National surveys 
 Participant Survey 
 Interviews with public and private sector 

plans 
 Request for Information from industry 
 Recordkeeper site visit 
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Availability and Usage 

• 12% -29%  Plans 
 

• 1%  Participants 
 

• 1% - 3%  Assets 
 

National 
Surveys 

• $500 - $5,000 
Initial investment 
 

• 10% - 50%     
Core Balance 
 

• $25 - $50    
Annual Fee 

Plan Interviews 

• Request for 
specific funds 
 

• Educational  
materials 
 

• Online 
investment tools 

Recordkeeper 
Site Visit 
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Participant Involvement In 
Managing Investments 

  Less                                                                           More                                                                       

  Tier 1:  
Lifecycle Funds 

Tier 2:  
Core Funds 

Tier 3:  
Mutual Fund Window 
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What We Know 
 36% of respondents to a recent survey indicate 

that the TSP would be a better program if it 
provided a MFW1 

 29% of respondents indicate they would transfer 
some portion of their balance to the MFW1 

 36% of active TSP participants have indicated they 
plan to transfer assets post-separation in order to 
access more, and/or better investment options2 

 45% of participants who separated employment in 
2012 withdrew their entire account within the next 
year. These withdrawals totaled $10 billion in 20133 
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1 On-line mutual fund window survey, Dec 2013 
2 2013 TSP Participant Survey 
3 TSP recordkeeping data 



What We Don’t Know 
 To what extent having a MFW will 

encourage the retention of assets post-
separation 

 A better understanding of the drivers and 
demographics of the population (45%) 
that withdraw their balances within one 
year of separation 

44 



 
 
 

    Integration with 
Mutual  Fund 

Window Provider 

TSP Systems and  
Financial Reporting 
Modifications 
        

Other Operational  
and Administrative 

Changes 

Approximately 
$6 - $10 Million 

 
Communication  

and Training 
Updates 

Implementation  and 
Maintenance Costs 

   Approx. $1million 
annual maintenance       

cost 
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25% 
Maximum 

MFW 
Balance 

$20,000 
Account 

Balance at 
Initial 

Investment 

$5,000 
Initial 

Investment 

Mutual Fund Window: 
How It Might Work in the TSP? 
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MFW Costs 
 “any expenses charged for use of the 

mutual fund window are borne solely by 
the participants who use such window” 

 TSP operational expenses are shared 
equitably by all accounts 
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Additional Participant Fees 
 Annual Access Fee of $50- $100:  Fee will 

recover the cost of implementation and 
maintenance  
 Annual access fee may be adjusted after 

implementation costs are recovered 
 Normal Plan Administrative Expenses will 

apply to balances in the mutual fund 
window 
 

Mutual Fund Window: 
How It Might Work in the TSP? 
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Mutual Fund Window: 
How It Might Work in the TSP? 
Possible Fund Screening 
 No load funds 
 No transaction fees 
 Limit total expense ratio 

49 



Considerations 
Pros  

 Allows more choice 
 Protects the simplicity of 

the core lineup 
 Encourages asset retention 
 May lower fees for all 

participants, as more assets 
are retained in the Plan 

 Provides fund usage data 
for future core menu 
reviews 

 

Cons 
 Adds Plan complexity to 

help a vocal minority 
 Introduces higher cost 

investment options 
 Increases the risk of poor 

investment decisions 
 May confuse participants 

with investment choice 

50 



What’s Next? 
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 Conduct a survey of participants who 
recently withdrew from the Plan 

 Study demographics of separated population 
that withdraws from the plan 

 Assess the impact of proposed fund screens 
 Make a recommendation to the Board in  

early fall 2014 

 



Questions 

??? 
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