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FY 14/15 New Initiatives

Strategy

OEP

PMO

Research

/

Managing FRTIB expansion on 9t 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
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FY 14/15 PMO Initiatives

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




FY 14/15 PMO Initiatives

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
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2hd Quarter Performance Metrics




Strategic Goal 1: We help people retire with dignity

FERS Participation Rate Average FERS participation rate

Active Duty Uniformed
Service Member
Participation Rate

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

FERS Average Deferral Percent of FERS participants deferring less than
Rate 5%

Participants elect asset allocations that reflect

Average Asset Allocation e
& greater age-based diversification

1 Year Post-separation Percentage of participants that retain a balance
Retention with TSP one year after separation

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

Performance Management Percent (%) of FRTIB staff members in place on
Plans (PmP) 10/1 that have completed PMPs

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

Best Places to Work
Rankings

Strategic Goal 3: We pursue flawless operations

Investment Report Number of days that daily investments is not
Delivery performed by 3 PM, Eastern Time

Participant Account Number of days participant account information
Information Availability is not updated on the web by 8 AM, Eastern Time

Percent (%) of time a call center is available

Call Center Availabili
all Center Availability during established business hours

90.00%

Quarterly increase in active
duty participation rate greater

than 0.5%

Annual decrease by 1% or

more from prior year

Quarterly increase greater
than 0.5% in proportion of
participant balances allocated

to the L Funds

Annual increase by 1% or
more over prior year

100% by 10/31

Top 25%

0 days

0 days

99.80%

85.00%

Quarterly increase > 0%

Annual decrease 2 0%

Quarterly increase = 0%

Annual increase = 0%

100% by 12/31

Top 50%

1day

1day

99.50%

Quarterly

Quarterly

Annually

Quarterly

Annually

Annually

Annually

Quarterly

Quarterly

Quarterly

1stQ
Y13

2ndQ | 3rdQ | 4thQ 1stQ
13 | FY13 | FY13 Y14

86.60% 87.10% 86.70% 86.40% 85.90%

40.20% 40.40% 40.40% 39.90% 39.50%

22.08
(for2012) A
decrease of 2.66%
from prior year

14.40% 14.90% 15.20% 15.80%

54.40%
Aincrease of 0.4.%
from prior year

100%
(by 12/31)

5/29
(for 2013)

99.00% 98.90% 100.00% 100.00% 100.00%

2ndQ FY14 o
/Comments

87.10%

41.10% (]

N/A ()

16.20%

N/A

N/A

N/A (]

96.90% ()
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Znd) FYid
m DEE:rjpuun _ Threshold -----

Call Center Response Time Percent (%) of calls answered within 20 seconds

Percent (%) of withdrawals processed within five

Withdrawal Transact
—— (51 business days of receipt of valid package

Percent (%) of written participant correspondence
responded to within five [5) business days (except
loans)

Participant Correspondence
Response Rate

E B Rate
e tng Responss i [2 business days)

Percent of Emessages responded to within 24 howrs

S0.00%,

95.00%

D0U00%

95.00%

B5.00% Quarterly
Q000% Quarterly
A5.00% Quarterly
D000 Quarterly

Strategic Goal 4: We maintain excellent relationships with entities that eversee, regulate, govern, and influence the TSP,

FRTIE management responds to draft and final
Audit R (2]
" S reports within the agreed to time sandards

Board's satisfaction with the information and
Board Sathfacthon | ocaction with FRTIE

Participant Satisfaction Participant satisfaction with the TSP

Pinamclal Awdi Opinion .ﬂplnlnr. an FR'['I!'!ﬁnar.na.'l statements from
independent auditor

Strong relationship with ETAC and they actively
sapport our positions

ETAC Zatisfaction

Mew and existing fundamental or signidficant

Performance Andit findings schedubed to be closed this quarter are
dazed

Completion of prajects within the Dedsion

Dechitay [teNigrnce Intelligence Portfolio

Enterprise Information
Security & Risk Management
[EIZRM])

System awthorizations completed according to
schedule

Integrated Acguisition Establishment and enhancement of contracting and
Strategy Index acguisition policies

1008 within 30 days

Exceeds Expectations

B5.00%,

Unqualified

23 smpport on 100% of FRTIE
positions

100.00%

Echedule slack is = 5% of
schedule

Tatal assessments and
authorizations planned for
quarter completed

First draft of contracting and

1003 in 45 days Quarterly
Meets Expectations Annually
B0.00% Biannually
Unqualified Annually

23 smppart on 90%, of FRTIB

Annually
positions N
Q000% (Quarterly
Echedule slack is < 5% of
schedule Quarteiy
Tatal assessments and
authorizations planned for  Quarterly

quarter completed - 1

First draft of contracting and

acquisition policies delivered by acquisition policies delivered  Annually

123172013

by 3/31/2014

0260% B1.40% 9780% SR.T0% o7.90% A7.30%
TEO0S,  0R.00%  90.104%  1000004% 50,01 % 97.13%
00.00%
(12620 of 12,747) BALO%
99.40%
QR34
(13811 of 13,B9)
100% 1009
(3 of 3 met) (5 of 5 met)
Exceeds Expectations NfA
BT.00% (2013) A 1% MiA
increase over 2011 J
Fimancial Audit for
2012 (received in
2/2013) was
ungualified
100% MfA
1004 BR.OO% - . .
[TafT [220fI5 50.00% TE.00%

3 of & findings) [ of 8 findings)

findings) findings)
30U00%
[Benchmarking is
the anly project in
the execution

30.38%
(Benchmarking is the
anly project in the
execution phase)

phase)
1/1 040 272
Both draft policies
were received by
12/31,/2013 WA
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2013 TSP PARTICIPANT SURVEY RESULTS

Office of Enterprise Planning
May 19, 2014
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Survey Context

TSP Satisfaction

Satisfaction with Services

Account Retention

Retirement Preparation and Planning

Key Points

660066




Survey Context

September — November 2013

Survey Randomly Distributed to 46,733
Participants by Mail

—

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

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

paper

Page 15



Survey Context: Respondent Profile

By Retirement System Separated/Active

CSRS
28%
FERS B Active
M Separated
31% [ | lSJmf?rmed
ervices

Gender
B Under 30 - 39
W40 -49 36%
0
50-59 Male
B 60 and over 62% Female

B No response

Page 16

Median Age 55.6 years



TSP Satisfaction

S 87% are satisfied with TSP

5% 1 Overall Satisfaction Satisfaction by

9% 7 Retirement System

0, _
S0 I I I 85% - I I
75% . I . — - 75% | | l

Page 17



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

“I am totally satisfied with the TSP. | 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

Page 18



TSP Satisfaction

» 58% perceived the TSP to be above or well above other
retirement plans.

e This compares favorably to private sector plans where 28%
say their plan is above or well above other plans.

2013
® Above/Well Above Others
B About the Same as Others
Below/Well Below Others
2011 8%
0% 20% 40% 60% 80% 100%

Page 19



Satisfaction with Services: TSP Communication

Preferred Method of Communication

TSP )
o

Annual
Qtrly e 71%

Statement

Page 20



Satisfaction with Services: Annual Statement

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.

How your account value changed in 2013

Value on January 1, 2013 $174,042.94
Change in value this year 65,606.64
Value on December 31, 2013 $239,649.58

250+

200+

150+

100+

50

Dollars (%) in Thousands

0

Your 5-Year Account Balance History

T T T T T
2009 2010 201 2012 2013

Will you be ready
for retirement?
Your 12/31/2013 account
balance would provide you a

lifetime TSP monthly amount of

“This estimate assumes:

= Age 62, or your current age if you are older

« A single life annuity, with level payments and
no additional features

+ An annuity interest rate index of 2.750%

Note: The above annuity estimate is not a
guarantee. You can use the Retirement Income
Calculator on the TSP's website to learn more
about your available annuity options.

Think of the amount in your account as your
source of monthly income in your retirement
years rather than as a single sum of money. Use
the How Much Will My Savings Grow? calculator
on the TSP website to estimate how your account
might grow over time if you increased your
contributions. Don't forget — you can make
traditional (pre-tax) and Roth (after-tax)
contributions, have the opportunity to diversify
your investments, make catch-up contributions if
you are 50 or over, and enjoy the TSP's low
administrative expenses compared to similar

Page 21




Satisfaction with Services

88%

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

88%
Quality

of PSR

Hours Services

Ability to

answer 87%
questions

¥

ThriftLine

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

Website

Page 22



Satisfaction with Services

69%
61%
Ability to

Post take a loan
Separation

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

FERS Participant

Administrative Services

23



Participant Survey Comments

“I did not consolidate my commercial IRA account into TSP
because | wanted the flexibility to withdraw money
periodically rather than receiving periodic payments. I'm
now over 70 % and receive minimum periodic payments.
I’ve closed the other IRA - FERS Participant

“The last time | 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

Page 24



Desired Services

Guidance
On Retirement
Withdrawals

Planning Income
From Multiple

Sources Links to Other
Information
& Tools

Page 25



Satisfaction with Services: Financial Institutions Service Offerings

Mobile Access

Mobile to My Account
Transactions 44%
34%

Most Liked
Services

Financial :
Advice 42% Investment Options

Offered

46%

Page 26



Account Retention: Roll-in Decision

Active Participants

15% have
(o)
46% would 11% have Tl already
: NOT
consider rolled —— rolled other
.. consider
rolling into account olling into accounts
TSP into TSP T§P into non-

TSP

Page 27



Account Retention: Reasons to Keep Money in TSP

Separated Participants

| don’t need to Take
use my TSP advantage
of TSP low
funds now
fees
57% 39%

Satisfied with
investment options
and performance

54%

| am receiving
monthly payments

26%

Page 28



Account Retention: Roll-out Decision

| want to consolidate

all retirement
accounts

Active =42%
Separated = 65%

More Flexible
Withdrawal
Options
Available

Active = 32%
Separated = 22%

Active/Separated Participants

More or Better
Investment
Choices

Active = 36%
Separated = 33%

Financial
Advisory
Services

Active = 24%
Separated =21%

Page 29



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

“l am retired and would like to be able to make withdrawals
as needed from the TSP. | 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 |
retire and continue to move it around as | feel necessary
instead of being forced to withdraw it and invest it

elsewhere.” - FERS Participant




Retirement Preparation and Planning: Confidence

61%

Confident

25%

Not Sure

14%
Not Confident
' Page 31




Retirement Preparation and Planning: Pay Replacement

Page 32



Retirement Preparation and Planning

70% do not -
have a specific
retirement
savings goal

Page 33



S s

Make it easier for participants to complete
desired transactions

Withdrawal Options

Targeted communications — younger, lower
income

Leverage social/electronic outlets

Consider guidance/advice

Incorporate survey findings and do further
analysis to build participant experience

000006
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Questions
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Mutual Fund
Window Option




Bl

Background

The Board may authorize the addition of a

mutual fund window under the Thrift Savings
Plan. ...

Thrift Savings Plan Enhancement Act of 2009




o—

What is a
Mutual Fund Window?

o 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.

o Individual stocks, bonds, or
commodities are not
available through a mutual
fund window.




Sources of Information

o National surveys
o Participant Survey

o Interviews with public and private sector
plans

o Request for Information from industry
o Recordkeeper site visit




Avallablility and Usage

4 ) 4 N
e 12% -29% Plans = $500 - $5,000 « Request for
Initial investment specific funds
- 1% Participants
* 10% - 50% e Educational
e 1% - 3% Assets Core Balance materials
e $25 - $50 e Online
Annual Fee investment tools

' Recordkeeper
National Plan Interviews _ - P
Surveys Site Visit




Participant Involvement In
Managing Investments

<Less
Tier 1:
Lifecycle Funds
Tier 2;
Core Funds

Tier 3;
Mutual Fund Window




What We Know

O 36% of respondents to a recent survey indicate
that the TSP would be a better program if it
provided a MFW*

O 29% of respondents indicate they would transfer
some portion of their balance to the MFW*

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

© 45% of participants who separated employment in
2012 withdrew their entire account within the nex
year. These withdrawals totaled $10 billion in 2013

1 On-line mutual fund window survey, Dec 2013
22013 TSP Participant Survey
3TSP recordkeeping data




What We Don’t Know

O To what extent having a MFW will
encourage the retention of assets post-
separation

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




Implementation and
Maintenance Costs

TSP Systems and
Integration with Financial Reporting

Mutual Fund Modifications
Window Provider,

Approximately
$6 - $10 Million

Communication _
and Training Other Operational

Updates and Administrative
Changes

Approx. $1million
annual maintenance
cost




a N

Mutual Fund Window:
How It Might Work in the TSP?

25%
Maximum $5,000

MEFW | Initial t
Balanc nvestm?g____,-

$20,000
Account
Balance at
Initial
Investment




MFW Costs

o “any expenses charged for use of the
mutual fund window are borne solely by
the participants who use such window”

o TSP operational expenses are shared
equitably by all accounts




Mutual Fund Window:
How It Might Work in the TSP?

Additional Participant Fees

o Annual Access Fee of $50- $100: Fee will
recover the cost of implementation and
maintenance

o Annual access fee may be adjusted after
implementation costs are recovered

o Normal Plan Administrative Expenses will
apply to balances in the mutual fund
window




S

Mutual Fund Window:
How It Might Work in the TSP?

Possible Fund Screening
o No load funds
o No transaction fees
o Limit total expense ratio




OO0

o o0

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

o Adds Plan complexity to
help a vocal minority

o Introduces higher cost
investment options

o Increases the risk of poor
investment decisions

o May confuse participants
with investment choice




What’s Next?

o Conduct a survey of participants who
recently withdrew from the Plan

o Study demographics of separated population
that withdraws from the plan

o Assess the impact of proposed fund screens

o Make a recommendation to the Board in
early fall 2014




Questions
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