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Office of Communications & Education 

Office of Participant Services 

Office of Participant Experience 



ThriftLine 

tsp.gov 

Publications 

Statements 
Webinars 

Loans 

Withdrawals 

Rollovers 

Installment 
Payments

Annuities Participant Experience 
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WHAT WE DO 

We create an excellent participant experience 
through effective program operations, outreach, 
and external partnerships. 
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OPE ORGANIZATIONAL CHART 

Relationship 
Building 

(15) 

Quality 
Management 

(20) 

Content 
Creation 

(10) 

Front Office 
(10) 
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Convenient New Features 
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• Less Paperwork 

• Updating your 
contact information 

• Rollover concierge service 



Convenient New Features 

7

• TSP Mobile app 

Thrift Savings Plan 
Federal Retirement Thrift Investment Board 



New Ways to Contact the TSP 
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• Ava 
• 

• Live-agent chat 
• inside My Account 

• Email the ThriftLine 
• ThriftLine@tsp.gov 

mailto:ThriftLine@tsp.gov


ThriftLine 
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Calls Answered 
by PSRs

Average 
Wait

Participant 
Satisfaction (Phone)

Jan 2023 260,076 0:07:53 88.74%

Feb 2023 263,477 0:00:54 89.21%

Mar 2023 248,413 0:00:10 90.14%

Apr 2023 205,367 0:00:13 90.38%

Calls Answered 
by PSRs 

Average 
Wait 

Participant 
Satisfaction (Phone) 

Jan 2022 192,696 0:01:40
Jan 2023 260,076 0:07:53 88.74%

Feb 2022 198,806 0:01:52
Feb 2023 263,477 0:00:54 89.21%

Mar 2022 206,574 0:00:07
Mar 2023 248,413 0:00:10 90.14%

Apr 2022 195,725 0:00:30
Apr 2023 205,367 0:00:13 90.38%

* Arrows signify performance against previous year corresponding month 



New My Account Homepage   
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Participant Interactions 
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Web Log Ins 
40,374,676 

78% 
AVA Chats 
1,315,863 

3% 

Mobile App Log 
Ins 

5,174,490 
10% 

ThriftLine Calls 
Received 
4,755,483 

9% 

Live Chats 
70,739 

Emails Received 
73,485 
<1% 

Participant Interactions by Channel 

Web Log Ins AVA Chats 
Mobile App Log Ins ThriftLine Calls Received 
Live Chats Emails Received 



Participant Outreach 
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• Email 
• Direct mail 
• TSP website 
• Social media 
• Training team presentations 
• Trusted third parties 
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Thrift Savings Planner 

• Average email open rate 54.5% 
• ~2x Government overall 

• Participants actually read emails 
• More than 8 seconds 
• At least 18 seconds 
• Consistently high click rates 



Thrift Savings Planner 
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American Forces Network 
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ONLINE LEARNING 

tsp.gov/webinars



SECURE 2.0 AND THE TSP 

17

• RMD age change for 2023 
• No RMDs for Roth TSP 2024 

• Reviewing the statute and requirements 
• More updates as we finalize details 



Questions 
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? 


