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WHAT WE DO

Educate and inform participants, potential 

participants, beneficiaries, and TSP partners 

so that participants may take full advantage 

of the TSP’s features and benefits in meeting 

their retirement goals.
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OCE ORGANIZATIONAL CHART

Writing/Editing

(5)

Multimedia Design

(6)

Print/Mail

(4)

Education and 

Outreach

(11)

Front Office

(5)
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ONLINE TEACHING
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ONLINE TEACHING
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OPERATIONS CONTINUE NORMALLY

March 13, 2020
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TSP.GOV/COVID-19
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TSP.GOV/COVID-19
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CARES ACT
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EMAIL UPDATES
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CARES ACT

educational
webinars

web
pages participant

notices

forms

online
wizards

policy
decisions
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5-YEAR L FUNDS

booklets

statements

fact
sheets

informational 
enclosures

participant 
notices

handouts

videos

12



COMING SOON

• Auto-enroll at 5% 

• October 1, 2020

• New and re-enrolled participants
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COMING SOON

• Spillover

• Effective January 2021

• Participants 50 and older

• Contributions “spill over” to catch-up
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REDESIGN
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WHO
DID THIS?

JOURNEY

1616



WHO DID THIS?
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HOW DID WE 
WORK?

JOURNEY
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HOW DID WE WORK?

USER EXPERIENCE (UX) DESIGN

Designing a product with the foremost goal of enhancing 

user satisfaction.
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RESEARCH IS KEY

PLAN CONDUCT INTERVIEWS SYNTHESIZE FINDINGS DESIGN AND ITERATE

Identify user goals Develop insights Test and validateIdentify learning goals

USER EXPERIENCE (UX) DESIGN
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CASE STUDY
RESEARCH IS KEY
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WHAT’S 
DIFFERENT
THIS TIME?

JOURNEY
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WHAT’S DIFFERENT THIS TIME?

LAST TIME
• Decisions were made by FRTIB stakeholders.

• No participant feedback until launch day

• Hoped we got it right
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WHAT’S DIFFERENT THIS TIME?

THIS TIME
• Research driven

• We built our hypotheses and tested them with 

participants — immediately.

• User research informed every iteration, and then we tested again.

• The result is what participants actually wanted

as opposed to what we assumed they wanted.
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HOW’D THAT 
WORK OUT?

JOURNEY
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“Lovely to the eyes.  Modern, uncluttered.  Keep it up.  Good job!”

“Very professional and long overdue!”

“This website looks so much better - it is more intuitive - than the prior one. Kudos 

for the upgrade! Can’t wait to see the website finished!!”

“I really like what I see. This visual is so much easier to read and search. Great Job.”

“In the funds “performance & risks” tab, I like that inflation is included in the graph.”

“Excellent presentation. I like the cleaner look. Easy to read and navigate.”

“looks good, loads quick”

“Finally! The beta performs well on a mobile device and is user friendly.”

“I like the look; it mirrors a lot of other investment websites I use.”

“Overall a major improvement.”

“I like the future look of TSP. It has a user friendly appeal. Navigation seems easy and 

information appears to be easier to find.”
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QUESTIONS
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