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Introduction

The Federal Retirement Thrift Investment Board (FRTIB), created by the Federal Employees'
Retirement System Act of 1986 (FERSA), administers the Thrift Savings Plan (TSP), a defined
contribution plan, similar to private sector 401(k) plans. The TSP provides Federal civilian employees
and members of the Uniformed Services the opportunity to save for additional retirement security.

As of April 2023, the TSP, with over 6 million participants with approximately $790 billion in assets,

is the largest defined contribution plan in the world.

The FRTIB's mission is to administer the TSP in the best interest of participants and beneficiaries.
To meet its mission, it is important that the FRTIB has a clear understanding of participant
satisfaction, expectations, perceptions of service, behaviors, and preferences. The FRTIB selected
Gallup to administer the 2023, 2022, 2021, 2020 and 2017 Participant Satisfaction surveys to build
upon the participant surveys from 2006-2013, and the 2020 Participant Behavior and Demographics
Report.

Participants within the TSP fall under one of the four distinct Federal retirement systems. The TSP
has nearly 4.44 million Active! participants. Of those, approximately 2.73 million are covered under
the Federal Employees Retirement System (FERS), 37,000 are covered under the Civil Service
Retirement System (CSRS), and 710,700 are Uniformed Services Legacy (US-Legacy) participants.
CSRS and US-Legacy participants do not receive matching contributions. In 2018, DOD implemented
a new retirement system for Uniformed Service members known as the "Blended Retirement System"
(BRS), where new service members are auto-enrolled into the plan and existing members with 12 or
fewer years of service had the option of joining the plan. Both auto-enrolled and those opting into the
BRS system receive matching contributions. Approximately 967,000 TSP participants are covered
under the BRS.

Throughout the report, results are shown by retirement system subgroups — FERS, Uniformed
Services (US-Legacy) and Blended Retirement System (BRS).?

The 2023 survey focused on satisfaction with the features of the plan, and also gauged selected
participant desires and behaviors. FRTIB will use the 2023 results as a tool to assist in understanding
the behaviors and perceptions of TSP participants to aid strategic planning and focus educational and
communication materials, as well as in the consideration of new plan features. The 2023 survey was
administered after the plan transitioned to a new service provider which altered the appearance of
online account information. The transition to a new service provider may have impacted satisfaction
scores for the 2023 survey.

! Active participants are defined here as those who have a TSP account and are able to make contributions. Active participants do not include separated
or beneficiary accounts.

2 Starting in 2020 and continuing in 2021, CSRS system participants were not included in the survey since they are a small and rapidly declining
population within the TSP. CSRS participants represent less than 5% of all TSP participants.



Methodology Summary

In March 2023, Gallup sent a hardcopy of the eight-page survey as well as, for those participants with
email addresses, a URL to the online survey. Participants were sent several reminders and allowed
to respond to the survey through mid-May 2023.

When responses with unusable results were excluded, the final sample size was 4,092, for a
response rate of 12%. Please refer to the Data Collection Section in Appendix A for additional
information about how usable cases were defined.

The total sample was allocated optimally across different strata to ensure an adequate sample size
for different groups and subgroups of interest to FRTIB.

. : Number of
Retirement system Total sample size Response rate
completed surveys
Total 34,031 4,092 12%
FERS 20,689 3,366 16%
US-Legacy 7,994 614 8%
BRS 5,348 112 2%

Throughout this report, references of a subgroup (e.g., system) being higher or lower than another
group are noted only if the difference is statistically significant. See the full methodology report
included in Appendix A for more detalil.



Participant Satisfaction

Eighty-two percent of TSP participants were satisfied (56%) or extremely
satisfied (25%) with the TSP overall

Overall, 82% of participants were satisfied with the TSP. The current TSP satisfaction level is on par
with the most recent Employee Benefit Research Institute (EBRI) retirement confidence survey,
which reported 82% of U.S. workers are satisfied with their current retirement plan.? Although overall
satisfaction has declined by five percentage points since 2022, TSP satisfaction levels have
compared favorably to other U.S. workers’ satisfaction with their retirement plans as measured by the
EBRI survey over the past three years.

FIGURE 1.
Overall Satisfaction: TSP vs. EBRI Survey Benchmark
ETSP ' EBRI
89%
87%
86%
84%
83%
2021 2022 2023 Avg. 3-Yr. Net Satisfaction

Note: Percentage extremely satisfied plus percentage satisfied may not sum to net totals due to rounding.

Satisfaction among US-Legacy participants remained steady, BRS and FERS
satisfaction declined

Satisfaction among US-Legacy (84%) remained steady from 2021, while satisfaction among BRS
participants (70%) and FERS participants (85%) saw a significant decline from 2022. Like previous
years, both BRS and US-Legacy remained below FERS satisfaction. The overall TSP satisfaction
level of 82% among Active participants was a decrease from the 85% measured in 2022, while the
82% satisfaction among Separated participants in 2032 was a decrease from the 92% measured
in 2022.

s https://www.ebri.org/retirement/retirement-confidence-survey
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FIGURE 2.

How satisfied are you with the TSP overall?
m2021 2022 ®2023

91% 0 92%
| 90/0 I 84% I 850/ I I
77% I

Total FERS US-Legacy Active Separated

Satisfied + Extremely satisfied

TSP satisfaction continued to move in correlation with key national economic and investment
confidence benchmarks.

FIGURE 3.
Satisfaction With TSP Tracks National
Economic and Investment Confidence
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satisfied with the TSP overall and Retirement Optimism Index Economic Confidence (March of each year)
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Correlation of Overall Satisfaction to Third-Party Metrics

Investor & Retirement Consumer Economic Dow Jones
Optimism Index Confidence Index Industrial Average

Overall satisfaction with TSP 0.52 0.77 0.19

Pearson R Correlation



Satisfaction with plan information on TSP website was the top driver of

overall satisfaction

Drivers of overall satisfaction were determined by evaluating how many times more likely a participant
is to be satisfied if they are extremely satisfied with a particular aspect of the TSP. For example, if a
participant was extremely satisfied with the plan information on the TSP website — then they were
8.6 times more likely to be extremely satisfied with the TSP overall than those who weren’t extremely
satisfied with the plan information on the TSP website. The ratios shown here are barometers that
indicate which aspects are having the biggest impact on overall satisfaction. For the total sample,

the top five drivers of overall satisfaction were:

Overall satisfaction with plan information on the TSP website
Satisfaction of timeliness of rolled over/transferred balances out of TSP
Satisfaction of timeliness of rolled over/transferred balances into TSP
Overall satisfaction with annual account statement

5. Overall satisfaction with security of account on tsp.gov

PwnbhE

TABLE 1: DRIVERS OF OVERALL SATISFACTION

% Extremely
satisfied when
aspect is rated

highest

How many times more likely to be

Aspect of TSP extremely satisfied overall if
extremely satisfied with aspect

% Extremely
satisfied when
aspect is NOT
rated highest

Overall Satisfaction With Plan

Info on TSP Website (tsp.gov) EllE el
Timeliness of Rolled

Over/Transferred Balances 8.2x 72
Out of TSP

Timeliness of Rolled

Over/Transferred Balances 8.1x 70
Into TSP

Overall Satisfaction With Annual 7 9x 66
Account Statement :

Overall Satisfaction With

Security of Account on tsp.gov [ e
Overall Satisfaction With 7 ax 77
Flexibility of Withdrawal Options :

Overall Satisfaction With

Timeliness of Withdrawal [ 6>
Overall Usefulness of Interaction: 7 1x 24
My Account Access on tsp.gov ’

Overall Usefulness of Interaction: 7.0x 63
ThriftLine Automated System ’

Overall Satisfaction With Access 6.9x 68

to My Account

Note: Gray shading represents a top five driver of satisfaction, blue represents the top 10 drivers.

10
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This year’s analysis of survey results included an examination of satisfaction among specific
demographic groups. Satisfaction by career stage shows that satisfaction with the TSP gradually
increases as participants move toward retirement.

FIGURE 4.
m Total Satisfied
Retired
Late Career (50+)
Mid-Career (35 0 49)
Early Career

Auto-enrolled participants were less satisfied overall with the TSP than were
those who were not part of the auto-enroll program

Overall, satisfaction levels of opt-in FERS participants remained higher than those who were auto-
enrolled.* Specifically, FERS participants who were not auto-enrolled reported higher satisfaction with
the TSP (88%) compared to auto-enrolled FERS (81%). BRS auto-enrolled and opt-in participants
showed wide gaps in satisfaction, with opt-ins being significantly more satisfied. This result is not
surprising as those who made the decision to elect or opt-in to the TSP did so with the understanding
of the benefits of the plan.

FIGURE 5.
How satisfied are you with the TSP overall?
m Auto-enrolled Not auto-enrolled ® BRS opt-in with prior TSP account ® BRS opt-in without prior TSP account
=
[o)
£ 88%
o 81% 84%
23
w =
+ .2
- ©
QL n
o
T
wn
FERS BRS US-Legacy
n= (907)  (2,459) (35%) (53) (24%) (614)

Note: *Small sample size for BRS; interpret results with caution.

4 All FERS and BRS employees are currently automatically enrolled in the TSP with a 5% contribution rate.



Participant satisfaction with aspects of TSP

Overall, participants continued to report the highest satisfaction with the security of their account on
tsp.gov (87%) and the annual account statement (85%). Satisfaction with several aspects of TSP
have meaningfully decreased since 2022, but the ability to take a loan from TSP account (among
Active participants only) has slightly increased from 62% to 63% and the ability to transfer money
from other retirement plans increased from 56% to 58%. The aspects of TSP with the highest
decreases in satisfaction since 2022 have been plan information on TSP website (81%to 74%),
access to My Account (78% to 73%) and flexibility of withdrawal options (61% to 57%).

FIGURE 6.

How satisfied are you with each of the following?

Net Satisfied
(Satisfied + Extremely

satisfied)
Net m Satisfied ~ mExtremely satisfied 2021 2022 2023
Thrift Savings Plan Overall 82% 56% 25% 89% 87%  82% |
Security of your account on tsp.gov** 87% 53% 34% 89% 89%  87% |
o
€ Variety of investment options 73% 49% 24% 77% 76%  73% |
@
5 o
S Ab|||.ty to take a loan from TSP account 63% 38% 2504 74% 62% | 63%
S (Active only)
[4]
$  Flexibility of withdrawal options 57% 36% 20% 67%  61% ) 57%l
£
% Ability to transfer money FROM other o % 20% o o o
£ retirement plans 58% S8 . 61% | 56%! | 58%
Ab_lllty to transfer money TO other 5206 34% 17% 56% 53% 5206
retirement plans**
S Annual account statement** 85% 56% 29% 88% 88%  85% |
IS
kS,
S Plan information on TSP website (tsp.gov)**  74% 52% 22% 82% 81%  74% |
€
£
8  Access to My Account 73% 46% 27% 78% 78%  73% |

Note: 1| indicate significant increase/decrease from prior year; percentage extremely satisfied plus percentage satisfied may not sum to net totals due to
rounding.
**|ndicate top drivers of satisfaction.



FERS participants continued to be generally more satisfied with the
TSP offerings

Although FERS participants continued to display higher satisfaction compared to their peers in other
systems, there were several aspects where satisfaction meaningfully dropped from 2022. Specifically,
FERS patrticipants reported lower satisfaction with the security of their account on tsp.gov, the variety
of offered investments, the flexibility of withdrawal options, the annual account statement, access to
My Account and plan information on the TSP website (tsp.gov). Satisfaction with two TSP offerings
has increased since 2022: ability to take a loan from TSP account and ability to transfer money from
other retirement plans.

When comparing the satisfaction of TSP aspects by retirement system, BRS patrticipants continued to
be less satisfied with many offerings than participants in other groups. Specifically, these participants
reported lower satisfaction than their counterparts regarding flexibility of withdrawal options, annual
account statement, access to My Account and plan information on TSP website (tsp.gov).

Satisfaction has increased or remained constant since 2022 with many TSP offerings for US-Legacy
participants. Specifically, satisfaction has increased for variety of offered investments, ability to take a
loan from TSP account, flexibility of withdrawal options, ability to transfer money from other retirement
plans, ability to transfer money to other retirement plans, access to My Account and plan information
on the TSP website (tsp.gov).

FIGURE 7.

Considering all aspects of your experience, how satisfied are you with each of the following?

(Among participants who have used each)
FRTIB

Satisfied + Extremely satisfied OVERALL FERS BRS US-Legacy

: . 82% 85% 70% 84%

The Thri vings Plan Overall
e Thrift Savings Plan Overa (n=4,092) (n=3,366) (n=112) (n=614)

Security of your account on tsp.gov 87% 86% 87% 89%
Variety of offered investments 73% 74% 67% 73%
Ability to tak_e a Ioap _from TSP account 63% 71% 45% 51%
(Among Active participants)
Flexibility of withdrawal options 57% 66% 28% 56%
Ab_lllty to transfe_r money from IRA/other eligible 580 5706 61% 5506
retirement plan into the TSP
At_nl_lty to tr_ansfer money out of the TSP into IRA/other 5206 54% 48% 50%
eligible retirement plan
Annual account statement 85% 86% 74% 89%
Access to My Account 73% 75% 61% 74%
TSP website (tsp.gov) 74% 76% 65% 78%

Note: Shading denotes lower ratings relative to other groups.
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Active and Separated participant satisfaction diverged in many aspects in 2023

The gap in satisfaction in the TSP plan overall between Active and Separated participants
disappeared between 2022 and 2023, with 82% of both groups reporting being satisfied. Satisfaction
among Active participants decreased from 85% overall to 82%, and satisfaction among Separated
participants decreased from 92% to 82%.

Separated participants were more satisfied than Active participants on the variety of offered
investments (75% vs. 71%), the plan information on TSP website (78% vs. 72%) and access

to My Account (75% vs. 71%), whereas Active participants were more satisfied than Separated
participants with the ability to transfer money from other retirement plans (63% vs. 49%) and ability
to transfer money to other retirement plans (55% vs. 46%).

FIGURE 8.

Considering all aspects of your experience, how satisfied are you with each of the following?

Satisfied + Extremely satisfied

Active Separated
(n) 2023 (n=1,999)  (n=2,093)
Overall The Thrift Savings Plan Overall 4,052 82%| 82% 82%
Security of your account on tsp.gov** 3,892 87%| 86% 88%
Variety of offered investments 3,857 73%| 71% 75%
~ 0
n o e .
= 5 Ab|||_ty to take a loan from TSP account (among Active 1321 63% 63% N/A
= participants)
=
(%]
g S Flexibility of withdrawal options 2,999 57%| 56% 59%
5
=
Ab_lllty to transfe_r money from IRA/other eligible 2048 58% 63% 49%
retirement plan into TSP
At_)ll_lty to tr_ansfer money out of the TSP into IRA/other 1,920 5206 550 46%
eligible retirement plans
s Annual account statement** 4,022 85%)] 84% 85%
g
< Plan information on TSP website (tsp.gov)** 3,904 74%)| 72% 78%
£
8 Access to My Account 4,013 73%| 71% 75%

Note: 1| indicate significant increase/decrease from 2022; shading denotes higher-rated items relative to other groups.
**|ndicate top drivers of satisfaction.
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Participant Perceptions

Contributions

Over eight in 10 participants contributed 5% of basic pay to the TSP

Eighty-six percent of Active participants reported they are contributing at least 5% of their basic pay to
the TSP. Of those who contribute 5%, 60% were satisfied with the TSP overall and 22% were
extremely satisfied. Eight percent reported not contributing 5% of their pay. Of those who are not
contributing 5% of their basic pay, 73% were satisfied and 21% were extremely satisfied. Five percent
of Active participants don’t know if they are contributing 5% of their basic pay. Of those who don’t
know if they are contributing 5%, 38% were satisfied, but only 12% were extremely satisfied.

FERS patrticipants were the most likely to contribute 5% of their basic pay (91%), followed by BRS
(90%) and US-Legacy (62%). Nearly one-third (31%) of US-Legacy patrticipants reported not
contributing 5%. By comparison, only 5% of FERS and 2% of BRS participants do not contribute 5%
of basic pay to the TSP.

FIGURE 9.

Are you contributing 5% of your basic pay?*

(Among Active participants)

FERS US-Legacy BRS
(n=3,366) (n=614) (n=112)
mYes
Yes 91% 62% 90%
No 86%
= Don't know No 5% 31% 2%
8% Don’t know 4% 7% 8%

*Contribution amounts were self-reported.
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FIGURE. 10

Are you contributing 5% of your basic pay?* How satisfied are you with the TSP overall?

(Among Active participants)

By self-reported contribution amount
(Among Active participants)

(m, =, m) = % Extremely satisfied  (m, , m) = % Satisfied
Yes 86% Yes, 0 0
No 8% No, 0 0
Do not contribute 5% 73% 21%

Don’t know I 5%
Don’t know 38% 12%

Note: Percentages in the chart may not sum to totals in the paragraphs above due to rounding.
*Contribution amounts are self-reported.

Affordability and ineligibility were the top reasons for contributing less
than 5% of basic pay

Similar to previous years, participants cited affordability (42%) as a primary reason for contributing
less than 5% of basic pay. It is the top reason for both FERS and BRS participants. An additional top
reason for BRS participants was that they use other investments outside the TSP. The top reason for
US-Legacy participants was using other investments outside the TSP. For Early and Late Career
participants, the top reason for not saving 5% was not being able to afford to save that much. For
Mid-Career participants, the top reason was not knowing that their agency contributing a matching
5% if they contribute 5%.

Other reasons participants contributed less than 5% were, not knowing the agency contributed a

matching 5% (at 23%), never changed from when originally enrolled (at 20%) and use other
investments outside the TSP (at 18%).

13



FIGURE 11.

Please explain why you are currently contributing less than 5% of your basic pay.

Currently cannot afford to
save that much

Didn’t know agency
contributed a matching 5%

Never changed from when
originally enrolled

Use other investments
outside the TSP

Other

2023 2022

42%
29%

23%

20%
8%

18%
17%

16%

24%

Process to change
contributions is too difficult

Don’t need that much to
meet retirement goals 5%

Note: Percentages shown when greater than 4%. Process to change contributions is too difficult 2022 = 0%.

Difficulty in Setting Up New Login

FIGURE 12.
Neither Easy nor Difficult
Difficult
Very Difficult .

Note: Percentages shown when greater than 4%.

In June 2022, FRTIB transitioned to a new record keeper and participants were
asked to set up anew login during this time

Overall, participants did not find the process of setting up a new login to be overly difficult, as only
one in 10 rated the experience as either difficult (8%) or very difficult (2%). Nearly seven in 10 of
those who set up a new login described the process as easy (40%) or very easy (29%).



Usefulness of Communications Channels

Annual statements, My Account access and general plan information on tsp.gov
continued to be the most used and useful among participants

Participants continued to find annual statements (94%), general plan information on tsp.gov (91%)
and account access on tsp.gov (93%) as the most useful communication channels provided by the
TSP. Informational emails (88%) were also useful for approximately nine in 10 participants. The
biggest change from 2022-2023 was for ThriftLine to speak to a live representative, which had a
decrease in usefulness by eight points (87% in 2022 to 79% in 2023).

At a retirement system level, BRS participants were less likely to find ThriftLine automated system
and live representative and booklets and brochures useful compared to FERS and US-Legacy
participants. Separated participants were more likely to find the booklets/brochures and their account
access on tsp.gov more useful compared to Active participants. Early Career participants found the
ThriftLine automated system and live representative less useful than participants in other career
stages. Late Career and Retired participants found the booklets/brochures more useful than
participants in other career stages.

FIGURE 13.

Considering each of the following ways you have heard from or interacted with the TSP Net Useful

in the past 6 months, rate the overall usefulness of each:

Used = Not at all useful = Not very useful = Somewhat useful = Extremely useful 2023 2022

annua statement= sy |08 M T oo oo
access on tsp.gov 79% I. 93% 94%

on tsp.gov** 73% I- 0 91%| 95%

a representative 28% - 0 79%] 8%

from the TSP 64% I- : 88% 89%

TSP bookietsorochures 6196 [ EEGANN s T oo s
automated telephone system 24% - . 3% 6%

Note: 1| indicate significant increase/decrease from prior year; percentages shown when greater than 4%.
**|ndicate top drivers of satisfaction.
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ThriftLine

Over one-quarter of participants used the ThriftLine to speak to a live
representative

Participants’ reported usage of the ThriftLine automated and live representative resources has decreased
since 2022. Twenty-four percent of participants reported using the ThriftLine automated system in 2023, as
compared to 30% in 2022. Twenty-eight percent of participants reported speaking with a ThriftLine live
representative, as compared to 33% in 2022. Similarly, net usefulness has decreased since 2022 for both
offerings. Usefulness for the ThriftLine automated system has dropped from 76% in 2022 to 73% in 2023.
Speaking to a live representative has had a more severe decrease in usefulness, from 87% in 2022 to 79% in
2023.

FERS and US-Legacy found both ThriftLine offerings more useful than did BRS participants. Seventy-eight
percent of FERS and 73% of US-Legacy found the automated system useful, compared to 60% of BRS
participants. Eighty-three percent of both FERS and US-Legacy participants found the live representative
useful, as compared to 60% of BRS patrticipants.

FIGURE 14.

If you have used [service] in the past 6 months, rate the overall usefulness of each:

Used
= Not at all useful = Not very useful = Somewhat useful = Extremely useful ~ EXtremely

2023 2022 2021 Useful 2022

ThriftLine to access <

automated system 0 o | 0 9
(Among 24% who 24% - 30%  30% 0% 5% 38%

used, n=956)

ThriftLine to speak

livetoa <
(Among 28% who

used, n=1,245)
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Live ThriftLine three-month use and satisfaction

Similar to previous years, participants were asked about recent (in the past three months) use of the
ThriftLine to speak to a live representative. Eleven percent of participants reported having called and
spoken to a live representative on the ThriftLine in the past three months, the same as in 2022.

The call rate for Active participants was 7%, while the call rate for Separated participants was 16%.
In 2022, 90% of participants were satisfied with the representative’s ability to answer their questions
or address their needs, but in 2023, this percentage fell to 74%.

Only 6% of participants said they have alerted TSP about a problem or issue in the past three
months. This reporting rate was higher for Separated participants (10%) than Active participants
(4%). The reporting rate was also slightly higher for US-Legacy (10%) than FERS (6%), which was
slightly higher than BRS (4%). In 2022, 72% of participants were satisfied with the amount of time it
took to resolve the issue, but in 2023, this percentage dropped to 41%. However, these scores varied
greatly between groups, as BRS participants (94%) were much more satisfied with the amount of time
it took to resolve the issue than FERS (37%) or US-Legacy (31%) participants.

FIGURE 15.

If you called the ThriftLine in the past three (3) months and spoke to a Participant

Service Representative, please indicate your satisfaction with the following:

Net Satisfaction
= Extremely dissatisfied = Dissatisfied Neither satisfied nor dissatisfied = Satisfied = Extremely satisfied (Satisfied +
Extremely sat.)

Representative’s ability
or address your needs
Hours that a

available

Days of the week that a
available

Amount of time you had

representative

Percentages shown when greater than 4%.
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Annual Statement

A majority of participants read their annual statement, and 90% were satisfied
(38%) or extremely satisfied (51%) with the information provided

Overall, 78% of TSP participants reported that they have read their annual statement — a five-point
decrease from 2022. Early career participants were the least likely group to have read their TSP
statement (61%), which increased through career stages. Retired participants were the most likely
to have read their TSP annual statement (86%).

Approximately half of the participants who have read their annual statement reported being extremely
satisfied with all aspects of the information provided. These included the usefulness of information in
the statement (51%), the ability to track how TSP investments perform over time (53%), the
usefulness of estimated monthly retirement income (48%) and the ability to see how other investment
options within the plan are performing (46%). Overall net satisfaction with the information in the
annual statement was a bit lower relative to 2022 (92% in 2022 vs. 90% in 2023).

FIGURE 16.

How satisfied are you with each of the following on your annual statement?

(Among 78% of respondents who have read their annual statement)

Somewhat + Extremely
= Extremely dissatisfied = Somewhat dissatisfied Neither satisfied nor dissatisfied satisfied

= Somewhat satisfied = Extremely satisfied
2023 2022

Usefulness of information in

(84% used, n=3,444)

Ability to track how TSP
investments have o o

(82% used, n=3,365)

Usefulness of your

income on statement
(74% used, n=2,973)
Ability to see how other

plan are performing
(73% used, n=3,044)

Note: Percentages shown when greater than 4%.
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My Account

A majority of participants are satisfied with all aspects of My Account

Three-quarters or more of participants were satisfied with all aspects of their My Account. Participants
were most satisfied with the ability to track and manage their TSP investments, with 83% net
satisfaction and 45% extremely satisfied. Active participants were much more satisfied with the ease
of signing and submitting forms than Separated participants (78% satisfaction for Active participants
vS. 69% satisfaction for Separated participants). Early Career and Mid-Career participants were also
more satisfied with this offering at 76% satisfaction and 80% satisfaction, respectively, than their Late
Career and Retired peers at 72% and 70% satisfaction.

FERS participants were less satisfied with the ease of navigating the site at 72% satisfaction than
US-Legacy participants at 79% satisfaction and BRS patrticipants at 83% satisfaction. US-Legacy
participants were more satisfied with the aspects of ease of understanding information (US-Legacy
satisfaction at 85%, BRS satisfaction at 79% and FERS satisfaction at 78%) and the ease of making
account transactions (US-Legacy satisfaction at 81%, FERS and BRS satisfaction at 75% each).

FIGURE 17.

Satisfaction with the following aspects of My Account

(Of those who have logged on to their My Account on TSP.gov since completing the one-time process to
set up their new login)

= Extremely dissatisfied = Somewhat dissatisfied Neither satisfied nor dissatisfied Somewhat + Extremely
= Somewhat satisfied = Extremely satisfied satisfied

submitting forms
o eount vanencions E8 1+ [ aose T 6%
account transactions
mese ol e e Wi 2o N TR
within the site
within the site ° 0 °
on ot meres: agion 22 R T °
information of interest &9 1 18 75%
"ervesmene I =+ SN
TSP investments 0 0 0

Percentages shown when greater than 4%.
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TSP Mobile App

A majority of participants are satisfied with all aspects of the TSP Mobile App

The most popular aspects of the TSP Mobile App included the ease of logging in to the mobile app
(at 78% satisfaction), the ability to track and manage TSP investments (at 76% satisfaction) and

the ease of understanding information provided (at 75% satisfaction). Compared to Active
participants, Separated participants were much more satisfied with their ability to track and manage
TSP investments (81% satisfaction for Separated vs. 74% for Active), find information of interest
(73% satisfaction for Separated vs. 65% for Active) and understand information provided

(81% satisfaction for Separated vs. 73% for Active). Early Career participants were less satisfied than
the other career stages at all aspects of the TSP Mobile App.

FIGURE 18.

Satisfaction with the following aspects of TSP Mobile App

(Of those who have used the TSP mobile app in the past 3 months)

= Extremely dissatisfied = Somewhat dissatisfied Neither satisfied nor dissatisfied Somewhat + Extremely

= Somewhat satisfied = Extremely satisfied satisfied

6 - I T
Ease of signing and 0
suomeng orms Ky noi 25| SEAR T 6%
Ease of making/initiating o
account ransacions K e 2% [SEOR I c0%
Ease of understanding 0
i the moore cpp a1 9% [ I
i tne moni apy I i 2o | SR T °
within the mobile app g e 38% 68%
nformaton ot imercer il | 20 NS T 67%

information of interest
b veamens e o [N T :
TSP investments e X 44% 76%

Ease of logging in to

the mobile app 8%

TSP Transaction Timeliness

A majority of TSP participants were extremely satisfied with transaction
timeliness
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A majority of TSP participants were extremely satisfied with the timeliness of taking out loans (55%)
and taking a withdrawal (55%) in the past six months. However, the percentage of participants who
were extremely satisfied with the timeliness of taking loans dropped six points from 61% in 2022 to
55% in 2023. The percentage of Active participants who were extremely satisfied with taking out a
withdrawal increased by 10 points from 45% in 2022 to 55% in 2023. The majority of Separated
participants were extremely satisfied with changing current investments (52%), which was a slight
decrease from the 56% of Separated participants who were extremely satisfied in 2022. In contrast,
the percentage of Separated participants who were extremely satisfied with the timeliness of
changing their current investments dropped by 16 points from 61% in 2022 to 45% in 2023. Similarly,
the percentage of Active participants who were extremely satisfied with the timeliness in changing the
investment allocation of future contributions dropped by 10 points from 58% in 2022 to 48% in 2023.

FIGURE 19.

If done within the last 6 months, please rate your overall satisfaction

with the time it took to complete the following transactions:

= Extremely dissatisfied = Somewhat dissatisfied Neither satisfied nor dissatisfied 2022
= Somewhat satisfied = Extremely satisfied Completed Extremely
Satisfied

(Active participants)
my future contributions 0 > 36% 58%
Changed investment mix of my

participants)

Changed investment mix of my

(Separated participants)

— TR T o TR
Made account updates

beneficiaries, password, etc.)

Rolled over/transferred money
out of the TSP into other eligible l 26% - 9% 32%

retirement plan accounts

Rolled over/transferred money
into the TSP from other eligible I 27% - 8% 32%
retirement plan accounts

Note: Percentages shown when greater than 4%.
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TSP Satisfaction Since New Service Provider

FIGURE 20.

Extremely Satisfied 14%

Satisfied 36%

Neither Satisfied nor Dissatisfied 41%

Dissatisfied

Extremely Dissatisfied

Note: Percentages shown when greater than 4%.

Half of participants were satisfied with TSP since the transition

Overall, very few participants rated themselves as either dissatisfied (5%) or extremely dissatisfied
(3%). About four in 10 participants rated themselves as neither satisfied nor dissatisfied, and half the
participants rated themselves as either satisfied (36%) or extremely satisfied (14%) since the
transition. The majority of the participants who were aware of the transition to the new service
provider were satisfied with the TSP since the transition, with 40% of them somewhat satisfied and
19% of them extremely satisfied. A higher proportion of them were satisfied with the TSP overall, at
59% somewhat satisfied and 28% extremely satisfied.

FIGURE 21.

Did you know that the TSP transitioned to a new service provider starting

in June 2022? %Yes

= Extremely dissatisfied = Somewhat dissatisfied Neither satisfied nor dissatisfied = Somewhat satisfied = Extremely satisfied

TSP satisfaction since new service provider . 29% _

Note: Percentages shown when greater than 4%.
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Potential Features and Participant Suggestions

Participants were most likely to use a tool to estimate withdrawals to last
through retirement and an estimate of SS/Pension/TSP benefit in one statement

When asked how likely they would be to use various services and tools if they were to be provided in
the future by the TSP, participants cited an estimate of SS/Pension/TSP benefit in one statement
(82%) and a tool to estimate withdrawals to last through retirement (81%) as being the offerings they
would most likely use.

Active participants were much more likely to say they would use all offerings than their Separated
peers, who may have found outside sources to support their needs. BRS participants were more
likely than FERS or US-Legacy participants to use an online financial advisory tool and download
account information to use in other tools.

FIGURE 22.

How likely would you be to use the following if offered by the TSP?

Likely + Extremely likely Total Active Separated FERS BRS Le%%_cy
(n=4,092) (n=1,999) (n=2,093) (n=3,366) (n=112) (n=614)
Tool to estimate withdrawals to last through retirement 81% 86% 73% 82% 77% 84%
Estimate of SS/Pension/TSP benefit in one statement 82% 88% 73% 82% 79% 86%
Automatically adjust account allocation* 59% 67% 45% 58% 59% 61%
Broader range of investment options 57% 65% 44% 54% 66% 60%
Online financial advisory tool 39% 47% 25% 36% 50% 39%
Download account info to use in other tools 53% 60% 42% 48% 74% 52%
Online financial advice 45% 53% 33% 45% 45% 47%

Note: Shading denotes higher-rated items than other groups.

Understanding of an In-Plan Roth Conversion

Generally, participants who were further along in their careers were more likely to know what an in-
plan Roth conversion is, as 13% of Early Career participants stated that they understood an in-plan
Roth conversion, compared to 19% of Mid-Career and Late Career participants, and 21% of Retired
participants. Similarly, 12% of BRS patrticipants reported that they understood an in-plan Roth
conversion, compared to 18% of US-Legacy participants and 20% of FERS patrticipants. The inverse
was true for understanding the tax consequences of doing an in-plan Roth conversion, as nearly eight
in 10 Early Career participants claimed that they understood the tax consequences, compared to
roughly seven in 10 for Mid-Career participants and about six in 10 participants for Late Career and
Retired participants.
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FIGURE 23.

Do you know what an in-plan Roth conversion is?

(By key group)

m% Yes

Overall 18%

FERS 20%

BRS 12%

US-Legacy 18%

Early Career (Under 35) 13%

Mid-Career (35-49) 19%

Late Career (50+) 19%

. 21%
Retired °

FIGURE 24.

How well do you understand the tax consequences of doing an in-plan Roth conversion if

that option was made available to you?

Early
Career Mid- Late
Total us- (Under = Career Career
(n=4,441) FERS BRS Legacy 35) (35-49) (50+) Retired
Understand it extremely well 18% 16% 16% 23% 19% 19% 18% 16%
Understand it well 46% 42% 79% 41% 59% 52% 40% 39%
Neutral 24% 28% 5% 19% 11% 18% 27% 34%
Don’t understand it well 11% 11% 0% 14% 9% 10% 13% 9%
Don't understand it at all 2% 2% 0% 3% 2% 1% 2% 2%

FIGURE 25.

How likely would you be to do an in-plan Roth conversion (now or in the future) if you

had the option?

Early
Career Mid- Late
Total us- (Under  Career Career
(n=4,441) FERS BRS Legacy 35) (35-49) (50+) Retired
Extremely likely 10% 10% 4% 13% 9% 16% 6% 8%
Likely 18% 13% 38% 22% 19% 27% 17% 10%
Not very likely 30% 32% 17% 32% 24% 27% 37% 27%
Not at all likely 23% 23% 30% 18% 30% 15% 20% 30%
Don't know/Haven’t considered it 20% 23% 11% 15% 18% 15% 21% 26%
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Top three reasons participants plan to transfer money from the TSP
Better/more investment choices (68%), higher investment returns elsewhere (65%), and consolidate

retirement accounts (64%) were the top reasons participants plan to transfer money from the TSP in
2023.

FIGURE 26.

What reason do you plan to transfer money from your

TSP account into other eligible accounts?
(Among Active participants likely to transfer)

(0)
Consolidate retirement accounts 64%
Better/More investment choices 68%
Higher investment returns elsewhere 65%

More flexible withdrawal options 56%

Financial planning services elsewhere S57%

(©2}

. . . 0,
Financial planning tools elsewhere 2%

Lower fees 44%

Better customer service 50%

N
(&)



Nearly half of all participants don’t have other qualified retirement plans

Roughly four in 10 of TSP participants (42%) reported not having another qualified retirement plan or
Traditional IRAs outside of the TSP. This was most prevalent among FERS (47%), followed by BRS
and US-Legacy participants (both 35%). More than four in 10 of Active participants (44%) reported
not having another qualified plan. This was higher than the rate for Separated participants (38%).

Participants who have an outside plan were asked the primary reason that they have not considered
rolling their qualified plan funds into the TSP. Six percent reported that they had other plans that offer
the types of funds in which they are interested in investing. Another 6% said they plan to roll into the
TSP in the future. Three percent reported that other plans provide higher return than the TSP or
better matching. Two percent reported that other plans provide easier access to funds if needed, and
another 2% reported that the process for rolling money into the TSP is too complicated.

FIGURE 27.

You indicated you have at least one qualified retirement

Which, if any, of the following qualified account. What is the primary reason you have not considered
rolling these qualified plan funds into the TSP? (Select one

retirement accounts do you have for _
retirement? (Select all that apply) option)

45%

No account or funds to transfer

Just never considered it 14%

Don't want to keep all my retirement 11%
savings with one financial institution

42%
39% . - B
2 34% | didn’t know | could do this
> .
S Other p'Ians offe_r the types_ of_ fund; in A
which | am interested in investing
Other &4
Not yet, plan to roll into WA
the TSP in the future
My own My own | do not have . .
401(k)/403(b) traditional IRA  any of these Other plans provide higher retumn than
t the TSP/better matching
ypes of
accounts Process for rolling money

into the TSP is too complicated

Other plans provide easier access to
funds if needed

Other plans allow the withdrawal of
money from specific investment funds

TSP administrative fees are higher than
my current plan

--EIIEIII
(=)

Percentages shown when greater than 4%.
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Participants desired more instructions/information to better meet their
retirement planning needs

Participants were also asked what the TSP could do to better meet their retirement planning needs.
This was done by means of a free text comment field. After categorizing and grouping responses of
the 46% of participants with an opinion, 12% requested better instructions/information/tutorials from
the TSP, while 9% requested improvements to the website/interface/make it more user-friendly.

FERS participants most wanted improvements to the websites (11%) from the TSP to better meet

their retirement needs, while BRS and US-Legacy participants most wanted better
instructions/information and tutorials, at 20% and 12%, respectively.

FIGURE 28.

What ONE thing could the TSP do to better meet your retirement planning needs?

(Among 46% with comment, n=1,876)

FERS BRS Lel'g']i'cy
(n=3,366) (n=112) (n=614)
Better instructions/information/tutorials 10% 20% 12%
Improve website/interface/make it more - 11% 3% 7%
user-friendly
More investment options 7% 6% 6%
Provide investment advice/retirement 7% 6% 8%
More transaction
S e 4% 2% 7%
availability/transfers/deposits/withdrawals 0 ° °
_ _EaS|er_access/log-ln/CAC = 4% 20 7%
capability/easier password re-set
Have more tools/calculators/pred|_c_t|_on - 4% 0% 2%
capabilities
Be able to participate after retirement - 1% 13% 3%
Other - 3% 0% 2%
Better/easier rollover capabilities - 1% 5% 1%
Issues with company/federal processes . 2% 1% 1%
Issues with fees/costs/need more . 1% 1% 2%

Percentages shown when greater than 4%.

Appendix D summarizes the changes to the survey questions from 2022 to 2023 as it relates to
potential features and participant suggestions.
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Participant Profiles
Participant profiles were created based on overall satisfaction, level of contribution, use of other plans

and rollover habits. Included below are the findings for profiles by retirement system, career stage and
participant status.

TABLE 2: PARTICIPANT PROFILE BY RETIREMENT SYSTEM

] FERS US-LEGACY

Extremely satisfied/Satisfied 30%/55% (85% total) 10%/59% (70% total) 26%/58% (84% total)

Ability to transfer money from
TSP website (tsp.gov) IRA/other eligible retirement
plans into the TSP

Took withdrawal using online
form wizard

No. 1 key driver of
overall satisfaction

Percentage saving

0, 0, 0,
59 or Moter 91% 90% 62%

Currently cannot afford to

No. 1 reason for Currently cannot afford to save that much/Use other Use other investments
not saving 5% save that much . ! outside the TSP
investments outside the TSP
% With other qualified plan 54% 65% 65%
No account or funds to No account or funds to No account or funds to

No. 1 reason for not rolling-in
transfer transfer transfer

*Percentage does not include those who respond “Don’t know” to this question

FERS patrticipants were the most satisfied group and the most likely to be saving at least 5%. The
number one reason for FERS participants who don’t save 5% was that they currently cannot afford to
save that much.

BRS and US-Legacy lagged behind in terms of satisfaction. The key driver of satisfaction for BRS
participants was the ability to transfer money from IRA/other eligible retirement plans into the TSP.
BRS participants were the least satisfied retirement system overall. Over half of BRS and US-Legacy
(65% each) participants said they have another qualified retirement plan.
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TABLE 3: PARTICIPANT PROFILE BY CAREER STAGE

Early Mid
(Under 35 years of age) (35 -49 years old)

Extremely
satisfied/Satisfied

No. 1 key driver of
overall satisfaction

Percentage saving
5% or more*

No. 1 reason for
not saving 5%

% With other
qualified plan

No. 1 reason for
not rolling-in

14%/62% (75% total)

Rolled
over/transferred
balances out of TSP

94%

Currently cannot
afford to save that
much

58%

No account or funds
to transfer

22%/57% (78% total)

Changed current
investments

75%

Didn’t know my
agency contributed a
matching 5% if |
contributed 5%

64%

No account or funds
to transfer

*Percentage does not include those who respond “Don’t know” to this question

29%/57% (86% total)

Representative’s
ability to answer your
questions or address

your needs

90%

Currently cannot
afford to save
that much

56%

No account or funds
to transfer

Late :

37%/50% (86% total)

Rolled
over/transferred
balances out of TSP

NA

NA

54%

No account or funds
to transfer

When looking across career stages, satisfaction with the TSP increased as participants progress in
their careers, with satisfaction levels highest for Late Career and Retired participants at 86% net

satisfied each.

The number one driver for Early Career and Retired participants was rolled over/transfer balances
out of TSP, whereas the number one driver for Mid-Career participants was changed current

investments. Finally, for Late Career participants, the number one driver was a representative’s ability
to answer your questions or address your needs.

The prevailing reason for all Career groups for not rolling funds into the TSP was having no account
or funds to transfer.

Over half of participants in every career group has another qualified plan and all career groups listed

having no account or funds to transfer as their number one reason for not rolling in their funds to their
TSP account.
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TABLE 4: PARTICIPANT PROFILE BY ACTIVE AND SEPARATED

_

Extremely satisfied/Satisfied 22%1/60% (82% total) 32%/51% (82% total)

No. 1 key driver of overall satisfaction Rezzeess?ots;i\ger’z gcti)rigtsylstgoaur:sr\:\ézrdygour Rolled over/tragfsﬁgsd balances out
Percentage saving 5% or more* 86% NA

No. 1 reason for not saving 5% Currently cannot afford to save that much NA

% With other qualified plan 56% 62%

No. 1 reason for not rolling-in No account or funds to transfer No account or funds to transfer

*Percentage does not include those who respond “Don’t know” to this question

Starting in 2023, the gap in satisfaction between Active and Separated participants was eliminated,
with both groups at 82% net satisfaction. The number one driver for Active participants was a
representative’s ability to answer their questions or address their needs, whereas the number one
driver for Separated participants was rolled over/transferred balances out of TSP.

Over half of participants in both categories said they have another qualified plan, but the percentage
was slightly higher for Separated participants at 62% vs. 56% for Active participants. The top reason
for not rolling in funds to their TSP account for Active and Separated participants was not having an
account or funds to transfer.
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Conclusions

» TSP’s overall 82% satisfaction rate was in line with the latest measurement of American workers
satisfied with their plans (at 82%).
* These were the top three drivers of overall satisfaction:
1. Overall satisfaction with plan information on TSP website (tsp.gov)

2. Timeliness of rolled over/transferred balances out of TSP
3. Timeliness of rolled over/transferred balances into TSP

* BRS participant satisfaction lagged behind other groups. BRS patrticipants were least satisfied
with the flexibility of withdrawal options and were less satisfied than the other two groups on
most aspects of the Thrift Savings Plan.

« Satisfaction increased in two aspects of the TSP plan: ability to take a loan from TSP account
and ability to transfer money from other retirement plans.
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Appendix A: Methodology

Sample design

Gallup employed a stratified sample design to meet the objectives of the FRTIB Participant
Satisfaction Survey to reach a representative sample of participants from the Federal Employees
Retirement System (FERS), Uniformed Services Legacy (US-Legacy) and Blended Retirement
System (BRS) populations as of early 2023. The primary goal of the sample design was to increase
the agency's understanding of participants' retirement planning behavior and satisfaction with TSP
(Thrift Savings Plan) services. The TSP participant pool® was used as the sampling frame. The total
of 4,092 returned surveys (paper and online) resulted in an overall response rate of around 12%.
The total sample was allocated optimally across different strata to ensure adequate sample size for
different groups and subgroups of interest to FRTIB. The main steps of the sampling process follow.

Sample stratification

FRTIB set the overall sample size of 34,031 based on the expected response rate as achieved in the
2022 survey and the goal to achieve at least 5,000 completed surveys. The sample design included
disproportional stratified sampling across the three systems based on expected response rates of
respondents by the level of available contact information (if an email was available), work status,
and enrollment system.

The three major TSP populations of FERS, US-Legacy and BRS are of special interest to FRTIB and
were chosen as the primary stratification variables. Within each of these populations (primary strata),
additional stratification was used to ensure sufficient sample sizes for different subgroups of interest,
primarily employment status (Active/Separated) and enrollment status (auto-enroll, opt-in, pre-auto-
enroll). Results from the 2021 survey effort indicated that response rates were approximately three
times higher among participants with email addresses (as these participants were more likely to have
registered on the TSP website, and they received multiple communications points for the survey).
Thus, the substrata were further stratified by the availability of email contact information in the

FRTIB database. The sample plan included a total of 24 strata:

5 While FRTIB still has participants in the Civil Service Retirement System (CSRS), that participant base represents a small (about 3%) and diminishing
proportion of participants, and as such was not included in this or the 2021 survey.
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TABLE 5: STRATA DEFINITIONS

Retirement system Employment status Enrollment type

1 BRS Active Auto-enroll Email
2 BRS Active Auto-enroll No Emalil
3 BRS Separated Auto-enroll Email
4 BRS Separated Auto-enroll No Email
5 BRS Active Opt-in without prior Email
6 BRS Active Opt-in without prior No Email
7 BRS Separated Opt-in without prior Email
8 BRS Separated Opt-in without prior No Email
9 BRS Active Opt-in with prior Email
10 BRS Active Opt-in with prior No Email
11 BRS Separated Opt-in with prior Email
12 BRS Separated Opt-in with prior No Email
13 FERS Active Auto-enroll Email
14 FERS Active Auto-enroll No Email
15 FERS Separated Auto-enroll Email
16 FERS Separated Auto-enroll No Email
17 FERS Active Pre-auto-enroll Email
18 FERS Active Pre-auto-enroll No Email
19 FERS Separated Pre-auto-enroll Email
20 FERS Separated Pre-auto-enroll No Email
21 US-Legacy Active Email
22 US-Legacy Active No Email
23 US-Legacy Separated Email
24 US-Legacy Separated No Email

Sample allocation

Gallup carried out sample allocation across different strata and substrata while keeping in mind the
sample size requirements at different levels. Instead of allocating the sample proportionally across
strata (i.e., assigning sample size based on the size of strata), Gallup determined it was necessary to
use disproportional sample allocation across strata and sub-strata to ensure a minimum sample size
for each stratum and sub-stratum and to achieve the highest response rate possible given known
participant information. The expected response rates derived from past TSP surveys were considered
to determine the sample size to be assigned at different levels, with a higher sample selection of
participants with email addresses. FRTIB sent Gallup the requested sample records for each of the
24 strata following internal cleaning protocols (including exclusion of records with known bad
addresses — defined as two return USPS mailers to FRTIB over the prior year.
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TABLE 6: SAMPLE SIZE AND NUMBER OF COMPLETED SURVEYS BY RETIREMENT
SYSTEM

Retirement system Total sample size RIS @7 Response rate
completed surveys

Total 34,031 4,092 12%
FERS 20,689 3,366 16%
BRS 5,348 112 2%
US-Legacy 7,994 614 8%

Sample selection

Sampling was carried out independently within each sampling stratum and substratum. Once Gallup
finalized the sample size to be allocated to a particular substratum, FRTIB staff selected a simple
random sample of the specified size that was drawn from each sub-stratum and sent to Gallup for
processing. The sample was pulled on February 15, 2023. The probability of selection was the same
for all cases within a substratum.

Data collection

The survey field period lasted from March 27 to May 18, 2023.

Data collection involved a multimode invitation (email and mail) and survey mode (web and paper)
protocol. Gallup mailed pre-notification postcards to all sampled participants on April 3, 2023, via
USPS. The postcard explained the purpose of the upcoming survey and contained the URL and
access code to complete the survey online. On March 27, 2023, Gallup mailed a survey packet in a
flat envelope that contained a cover letter and an eight-page color survey booklet asking participants
to complete and return the survey back to Gallup. In addition to the mail survey packet, all
participants with an email address (81% of sample) were also sent an email invitation with a
personalized link to take the survey online. Gallup sent a reminder/thank-you postcard to all sampled
participants on April 7. All mail communications included the URL and access code for completing the
survey online if desired.

Gallup also sent six email reminders to all participants with email addresses who had not yet
completed the survey. Those email reminders were sent on the following dates:

e Invitation Email: 3/23

e Reminder Email #1: 3/29

e Reminder Email #2: 4/5

e Reminder Email #3: 4/12

e Reminder Email #4: 4/19

e Reminder Email #5: 4/26

e Reminder Email #6: 5/3

e Reminder Email #7: 5/10

e Reminder Email #8: 5/12

¢ Final Reminder Email: 5/15
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Gallup scanned received paper surveys throughout the field period, combined the information with
completes from the web and provided weekly response rate reports to FRTIB. At the end of the
survey field period, Gallup scanned all final paper surveys and processed the combined data.

In cases where a respondent completed both a mail and web survey, the data from the web survey
was retained, and the mail survey data was not included in the data set. A total of 4,149 participants
returned a survey (web or mail) and were included in the initial data set. Fifty-seven participants either
progressed to the end of the survey and submitted it but did not provide a response to any of the
required questions (Q45_2, Q50A-K, Q34, Q35 36 or g37 or Q38 or Q39 or Q41) or returned a blank
paper survey. If these respondents are excluded, 4,092 participants provided non-missing data.

Sixty-six percent of respondents completed the survey via web and 34% via mail. The following table
provides the number of returns by mode and by retirement system.

Weighting of sample data

Sample data were weighted to minimize bias in sample-based estimates. The final weight assigned to
each respondent in any substratum was equal to the ratio of (i) the total number of participants in that
substratum and (ii) the number of completed surveys obtained from that substratum. The weighting
process corrected for (i) unequal probability of selection across substrata, and (ii) unit-level
nonresponse or the failure to obtain participation from the sampled respondents. Using the final
weights, the results obtained from participants within a substratum can be projected to all participants
of that substratum. Data were weighted by the following strata:

e Retirement system
e Employment status
e Enrollment type

e Email availability

Precision of estimates

Ignoring design effect, the margin of error associated with the estimate of a population proportion (P)
for the three retirement systems combined (n=4,092) is roughly +0.9% at 95% level of confidence.
The margin of error after considering design effects due to disproportional sample allocation will be
around £1.5%.

The precision of estimates for any subgroup will depend on the number of completed surveys
obtained for that subgroup. As shown in Table 1, the numbers of completed surveys for the three
populations (FERS, US-Legacy and BRS) are 3,366, 614 and 112, respectively. Ignoring design
effect, the margin of error associated with estimates of a population proportion (P) for the three
retirement systems, for example, will be roughly +1.2%, +2.1% and +2.6%, respectively, at the 95%
level of confidence. The corresponding values of margins of error after considering design effects due
to disproportional sample allocation will be around +1.8%, £3.3% and £4.1%, respectively, for the
three retirement systems (FERS, US-Legacy and BRS).
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Profile of plan participants

FRTIB employed a disproportional, stratified sample design to ensure a sufficient sample size of key
target groups. As noted, the data were weighted post-stratification by demographics and plan
characteristics to reflect the known population profiles of the TSP's participant groups. Thus, the
weighted profile of respondents is an accurate depiction of TSP plan participants.

In terms of satisfaction by retirement system, FERS is the biggest, most responsive and most
satisfied group. Of the 4,092 total respondents, 3,366 respondents were FERS participants (82% of
total sample). In 2023, 85% of FERS participants were satisfied with the TSP overall. In 2022 FERS
participants had a 90% satisfaction rate.

Gallup and FRTIB oversampled from the Uniformed Services population to account for the low
response from these groups. There were 614 (15% of the sample in 2023) completed surveys from
US-Legacy participants. Only 112 BRS participants (3% of the sample) completed surveys.
Predictably, FERS patrticipants had the highest response rate (16%), while US-Legacy (8%), and
BRS (2%) lagged in terms of response. Satisfaction among US-Legacy participants remained
stable since 2021 at 84%, while satisfaction among BRS patrticipants declined from 77% in 2022
to 70% in 2023. Because of the relatively small sample size of BRS participants, please interpret
BRS results with caution.

TABLE 7: TSP PARTICIPANTS BY RETIREMENT SYSTEM

Retirement system Number of completed surveys | Percentage of all TSP participants

Total 4,092 100%

FERS 3,366 82%
US-Legacy 614 15%

BRS 112 3%

TABLE 8: TSP PARTICIPANTS BY EMPLOYMENT

Federal employment NUreEt € Percentage of all
completed FERS US-Legacy
status - TSP participants

Separated 2,093 38% 1,638 434
Active 1,999 62% 1,728 180

Total 4,092 100% 3,366 614 112
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Appendix B: 2023 Active Participants Survey

THRIFT SAVINGS PLAN

éf PARTICIPANT EXPERIENCE
i SURVEY 2023

SURVEY INSTRUCTIONS

You have been sent this survey as a valued TSP participant. Please do not ask others to iake the survey on your behalf.
Thank you for taking the time fo share your opinions with us!

RIGHT WAY WRONG WAY
® Use only a blue or black ink pen that does not blot the paper v v
* Make solid marks inside the response boxes > X &

* Do not make other marks on the survey

SHARE YOUR OVERALL PERCEPTIONS OF THE TSP

nConsideringcﬂ aspects of your experience with the TSP, how satfisfied are you with each of the following?

i
i

o

O 000000000

-
-
>

O 000000000 §

Extremely
satisfied

. The Thrift Savings Plan overall

. Plan information on TSP website (tsp.gov)
Access to My Account

. Annual account statement

. Flexibility of withdrawal options

Security of your account on tsp.gov

. Variety of offered investment options

. Ability to take a loan from your TSP account
Ability to transfer money from IRA /other eligible
retirement plans info the TSP

i- Ability to transfer money out of the TSP into IRA /other
eligible retirement plans

0 0 0oooooooé
0 000000000 §
0 0 0ooooood
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[ No —» Skip to Question 5
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[ Yes > Skip to Question 5

[J No - Continue to Question 4
[0 pon't know - Skip to Question 5

Continve <>

Pt vocy Act S Sictement: The Federal Retiremant Theikht Ivastment Board is auherized to solic this infoematiaon under 5 U.S.C. 8474, Our 2aff ced consdiants will use the
informasion 10 prepore summory siofistical reports of oll usp.msc received. Additsanally, stoff and consub Wy Use servey dato 10 Compare your survey responses with the
way you manage your TSP accou & sure porticipant satisfocion with TSP fectures, services, ond communications. Fumisl bm? s
Information i valuniery. There ar Y ‘:x not furnishing $as informetion. This mformotion will be occessed ond maintained as defined i $e Feder
Reteamen Uu & lovessment Board's S).‘nm of Recoeds Notice, FRRTB-20, Communications, [d <ation, and Ourreach Matericls

1
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n If you are currently contributing less than 5% of your basic pay, please tell us why. (Please mark all that apply.)
[Mode: BRS parficiponts with fao or more years of service ond offl FERS parficipants are eligible for maiching coniribulions.

D | am not eligible for matching confributions

I:I Currﬂnﬂf cannot afferd to save that much

[ Didn't know my agency confributed a matching 5% if | contributed 5%

[ Use other invesimenis cutside the TSP

[J Don't need to contribute that much to meet my refirement goals

I:I Just never chungad from the amount or percentoge when | was Driginu“f enrolled
I:I The process to chunge my contribufions is loo difficult

O Other

PLEASE TELL US HOW WE ARE DOING WITH OUR COMMUMNICATIONS

ﬂCansidwingmhlouhlmring\my;rmh:whumdlrunarinhmchudwiﬂnhTSFinﬂupnslsixH manths, rate
the overall usefulness of sach.

Eyﬁubm&ﬂﬂuﬁdumnrdnmnnyucﬁwiymﬂnpmr
six (6] months, please indicate so in the last column

1]

g
:
:
Ei

a. Annual stofement

b. TSP booklets,/brochures

c. My Account access through tsp.gov

d. General plan informaficn on isp.gov

e. My Account access through the TSP mobile opp

F. AVA virtual chat assistant

g- Thrifiline to access culomated fa|ep|‘u:|ne system

h. Thrifiline to speak live fo a representative

i. Informational emails from the TSP

j- Training classes,/seminars/webinars provided by the TSP

DDDDDDDDDDﬁ
DDDDDDDDDDﬁ

0000000000
0000000000
Ooo0ooooooé

n Live Parficipant Service Representatives are available weekdays from 7:00 a.m. o 9:00 p.m., Eastern Time by calling
the TSP ThriftLine.

i you called the Thriftline in the past three (3] months and spoke fo a Participant Service Representative, please indicate
your satisfaction with the fellowing:

1 Did not call Thriftine in past three [3) months -= Skip fo Question 7

Meither Dot ko
< R s s Rl s el Sl w

a. Represeniative’s abilify fo answer your questions or

address your needs O O O O O 0
b. Amount of time you had to wait fo speck to a

representative - . . . . .
c. Hours that o representative is available O | | ] ] |
d. Days of the week that a representative is available [] ] ] ] ] ]

nhﬂupuslﬁm_ﬂj_m]ﬂn,huuynulmd any problems or issues that you brought to the TSP's atfention (could be via
Thrifiline, email, online chat, atc.)?

[ Yes - Continue to Question 8

[ No - Skip to Question 9

38



ﬂ If you contacted the TSP with an issue or problem in the past three (3] months, how satished were you with the amount
of time it took for your issue to be resolved?

[l Exiremely safisfied

[ somewhat safisfied

[ Neither safisfied nor dissatisfied

[ Samewhat dissatisfied

O Extremely dissatisfied

[ pont know,/Does not apply

nﬁmmmrmlsﬂn‘nﬁmwﬂhhimﬂh&mmmmefdhwhﬂ transachions in your TSP account in
the past six (6] months. Please consider from the time you contacted the TSP unfil the transaction was completed.

If you did not complete such a fransadhion, please e s -
'"dlfmh ﬁﬂ "n h h' fﬂklﬂl’l W. ?-da‘-‘_. '?dda- § Eod h@? H::mi
a. Took ocut loan O N N N N ]
b. Changed investment mix of my current account
Changa O O o o oOf o
c. Changed the investiment mix of my future
contributions D I:l I:l I:l I:l I:l
d. Mode account updales [e.g., name changs,
beneficiaries, password, =ic.) O O O o U L
g. Took o withdrowal O N ] N ] ]
f. Rolled over/transferred ofher eligible refirement
plon occount balonces into the TSP - O 0 0 O O
g. Rolled over/transferred money out of the TSP info
aother eligible refirement plan accounts O [ O [ . .
I How satisfied are you with each of the following on your annual statement?
[J pid not read annual statement - Skip to Question 12
Heither
buvncly  Somewbot sobiiod v Somenhos  Exvemely | Don'tknow
a. Usefulness of information in statement O O O O O ]
b. Ability to track how your TSP investments have
performed over time O O O O O O
c. Ability to see how other invesiment opficns within
the plan are performing O O O O O O
d. Usefulness of your lifetime manthly income estimate
on siolement O O O O O O

mwtm_ﬂunﬂing,cmﬂuﬁ?dnhinwmlhaunnud statement?

B} Beginning in June 2022, TSP participants were required set up a new login in order to access the My Account page on
T5P.gov. Have you completed this one-fime process?

[ Yes == Continue o Question 13

[J Mo - Skip to Question 17

[J Mot sure = Skip to Question 17

Continue =
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How easy or difficult was the one-time process to set up your new login for My Account on TSP.gov?
[l Very easy
Eosy
L Neither easy nor difficult
O pifficukt
[ Very difficult

PLEASE TELL US ABOUT YOUR ACCOUNT ACCESS AND TRANSACTIONS

mHmwuluggudhmymrMy.AuummﬁP.gmsinmmrpluﬁngﬂmmﬁmnpmsﬂuﬂup your new login?
- [ Yes
[ No -+ Skip to Question 17

ﬂwi-m, if any, difficulties have you hod logging in o My Account since completing the one-time process fo set up your
new login?

(Mark all that apply.)

D Did not have any difficulties |ugging in

[ Tried but was not able 1o log in

[ Hard to remember my user 1D

[l Forgot/issues resetting password

[ pid not have access io phone or email for authentication when occessing
[ could not access from home

[ Conldl sicat caccmsss Fromss

D Did not receive a code

D Access code timed out

O other [Please specify]

m How satisfied are you with the following aspects of My Account?
Nolher Dan't know,
deickcied  dutiched duiskbed  smished

¥
B

a. Owerall ability o frack and manoge your TSP
invesiments

. Ease of finding information of interest
. Ease of navigafing within the site
. Eass of understanding information provided

. Eose of moking/initialing occount fronsacions

Ooo0oo o
Ooooo o
Ooooo O
ooooo o
ooooo o
oOoooo o £

Ease of signing ond submitfing forms

Hmwu used the new TSP mobile app in the past three (3] months?
[ Yes == Continue to Question 18
[J Mo - Skip to Question 19

40



m How satisfied are you with the following aspects of the TSP mobile app?
Boremely  Somewhot e e Somalot
a. Cwerall ability fo frack and manoge your TSP

investmeantks D
. Ease of finding information of interest O O
. Ense of navigating within the mobile app D |:|
. Ease of understanding information provided | O
. Ease of mokingfinifiating @ccount transactions O O
Ease of signing and submitting forms | |
O O

u[a[sluls[sfs
u[a[sluls[sfs
noooooo i

. Eose of logging in o the mobile opp

mm, if any, of the following accounts do you have available for refirement? [Please mark all thet apply.)
[ My own ROTH IRA

[ My spouse’s/domestic partner’s 401 (k)/403(b)s or IRAs

[ Taxoble brokerage investment accounts earmarked for retirement

[] Mot applicable - | do not have any of these types of accounts

ETY Which, if any, of the following qualified refirement accounts do you have for refirement?
[Please mark all that apply.)

= [ My own 401[K)/403(5)

- My own froditional IRA
O Mot opplicable - | do not have any of these types of accounts —= Skip to Question 22

E3] What is the primary reason you have not considered rolling these qualified plan funds into the TSP?
(Mark only ONE choice.)
O other plans offer the types of funds in which | am inferested in investing
O other plans allow the withdrawal of money from specific investment funds
O other plans provide easier access to funds if needed
0 other plans provide higher return than the TSP
U the process for rolling the money cut of my other retirement plan and into the TSP is too complicated
L] 15P administrative fees are higher than my current plan
Just never considered it
[J 1 didn’t know | could do this
D Don't want to l‘.aap- all my refirement savings with one financial institution
O Mot opplicable - | haven't done it yet, but plan to roll these assets info the TSP in the future
O other (Flease specify]

Don't ko

nooooo o

mﬂrnyuuphnnhg to separate from Federal Service in the next 5 years?
m O es
[J Mo - Skip to Question 24

Arn;muphnn'ng to refire from full ime employment when you separate from Federal Service?
[ Yes

O ne
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mDnyuuplmhiurnmpulihlyh‘pi‘uuﬁrmuwd&mrmmmrmmﬂimmmﬂiﬂu
refirement account affer you leave Federal Service?

= Yes

L] Mo - Skip to Question 26

+ [ Don't know = Skip fo Question 26

mfyauplunh [or are likely to] fransfer money from your TSP account into ancther eligible refirement cccount after you
leave Federal Service, would any of the following be your reason for deing so?

[Please mark “Yes™ or “No” for each.)
a. Want to consclidate my retirement accounts
b. Betier withdrowal options are ovailable elsewhere
c. Befter investment choices are availoble elsewhere
d. Better customer services are availoble elsewhare
e. Befer p||::nnin|; tools and calculators are available elsewhere
f. Personal financial advisory services are availoble elsewhere
g. Lower investment expenses or administration fees area available elsewhers
h

L Highar investment returns are availoble elsewhere

OO0O0O0OO00000c«#
Doooooogoes

i. Other [Please specify]

£ Do you know what an in-plan ROTH conversion is?
- [ Yes
[ Mo - Skip to Question 29

How well do you understand the tax consequences of doing an in-plan ROTH conversion if that option were made
available to you?
{An inplan ROTH comversion is when you convert some or oll of your odifional balonce fo o ROTH balonce |

O Understand it extramely wall
O uUnderstand it well

[ Mewtral

[ Don't understand it well

[ pon't understand it at all

ET How likely would you be o do an in-plan ROTH conversion (now or in the future) if you had the option?

[FOR EXAMPLE: If pou did on in-plon ROTH conversion of $100,000 and yor are in o 24% federal tox brocket, you would need o poy of least

$24, 000 in Federal income foxes s well oz oddifional siale income faxes depending on youwr sigde. Federal ond shofe loxes must be paid from money
oulside fhe TSP ko avoid iiggering oddifional foxes and polentiol penoffies depending on yowr oge and employment siolus. |

O Extremely likely

O uikely

O Mot very likely

[ Mot at all likely

O pontt know /Haven't considerad it
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mHmliHrmH you be to use the following if offered by the TSP?

Extremely
unikeky

Don't know'

§
i

]
£

OO0 O 0O OO0 0 D}

a. Online financial advice that provides customized
recommendaticns from a financial advisor O
[additional fee service)

b. Online financial advisory ool that provides

customized recommendaticns bosed on arfificial O
intelligence [Al] algorithms [addifional fee service)

. Brooder range of investment ophons D

. Ability to download account information to vse with O

ather financicl applications/software

e. An esfimale of your Social Security, FERS/CSRS/
Military Pension and TSP banefits in one stolement
or onlina

f. Tool to help you determine how to draw down your
TSP account o make your funds lost throughout I
refirament

g. Ability to automafically odjust your nonL Fund ]

account balance allocation [oute rebalance)

h. Other [Please spscr'ﬁ-r} El

o n

OO0 0 ODooo oOf
000 oooo oéE
D0 0O 0D ooo of
00O oooo o

mnidymhmiwﬂnrﬂmrﬂiwudhu new service provider starting in June 20227
L] Yes
D Mo

mnuml, how safisfied are you with the experience you've had with the TSP since the June 2022 transifion?
| Extremely safisfied

[ satisfied

[ Neither satishied nor dissatished

D Dissatisfied

D Exiremely dissafisfied

E¥) Number of years employed by the Federal Government and,/or Uniformed Services:
{Please enter actval number.)

D] Federal Government/Monuniformed Servicas

D] Uniformed Services

meﬂiﬂinumddﬂnTSquhhﬂrnmmrmﬁmmﬂmﬁngmnd planning needs?
(Please be specific as possible.|

Continue =
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TELL US A LITTLE MORE ABOUT YOURSELF

Your answers to the following will help us defermine whether different groups have different perspectives and needs for a

secure refirement.
mYouroga:
[ Under 25
J 2529
O 3034
(0 3539
[0 4044
(] 4549
(] 5054
[] 5559
[J s064
(] 6569
D 70 or over

[ Female

O Yes
0 No

[ Black or African-American

O Asion

[0 American Indian or Alaska Native
[0 Native Howaiian or Pacific Islander
O other

mYourporsonalmmnlpayfranllnhdeml
government:

(| $25,000 or less

[J $25,001 - $40,000

[ $40,001 - $60,000

[ $40,001 - $80,000

[ $80,001 - $100,000

[ $100,001 - $150,000

d $150,001 or more

ET Are you of Hispanic, Latino, or Spanish origin?

EX] Your total household income, including all sources of
personal and current retirement income and that of
others living in your household:

m $40,000 or less

O $40,001 - $80,000

O $80,001 - $120,000

[ $120,001 - $160,000

O $160,001 - $200,000

O $200,001 - $240,000

O $240,001 or more

m Your combined balance of your non-TSP savings,
non-TSP investments, and non-TSP retfirement accounts:
O $10,000 or less

(] $10,001 - $50,000

[ $50,001 - $250,000

[J $250,001 - $500,000

[J $500,001 - $1,000,000

| $1,000,001 or more

J pon't know

m Your marital status:

O Single/Never been married

O Married

O Separated

[J Divorced

0] Widowed

[J Domestic partnership/Living with pariner (not
legally married)
Prefer not to answer

Please return survey to Gallup in the

po 20 sonalons edkdisssed 1o TSP
PO Box 9014, Lyn NY 11563.

% GALLUP

Ry
Sa!
nan

Thark you for compieting the survey!

Your opinions will help improve the

features, products, and services of the ;
Theift Savings Plan ek
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Appendix C: 2023 Separated Participants Survey

< g THRIFT SAVINGS PLAN

7~  PARTICIPANT EXPERIENCE
w5 SURVEY 2023

SURVEY INSTRUCTIONS

You have been sent this survey as o valued TSP participant. Please do not ask others fo loke the survay on your behalf.

Thank you for foking the time fo share your opinions with ws! p— WRONG Wk
*  Use only a blue or black ink pen that does not blot the paper ¥ v
*  Make sclid marks inside the response boxes - X ﬂ
* Do not make other marks on the survey

SHARE YOUR OVERALL PERCEPTIONS OF THE TSP

nCmsﬁﬁngnlumdymrmuwﬂhhmhnwsuﬁsﬁ&dumruuwﬂh&nch{fihuhlmﬁng?
Meither D't

Extre satished koo Dhosees
fiohel Dissofished  di ibind Satished m nld apply

n

. The Thrift Savings Plan overall

. Plan information on TSP website [tsp.gov)
. Access fo My Account

. Annual account statement

! Flexibiliﬁr of withdrawal options

m N oo

. Security of your account on tsp.gav

g. Variaty of offered investment opficns

h. Ability to transfer money from IRA fother eligible
refirement plans info the TSP

i. Ability to transfer money out of the TSP into IRA/ other

E-|igi|:u|a refirement plons

PLEASE TELL US HOW WE ARE DOING WITH OUR COMMUMNICATIONS

n Considering each of the following ways you have heard from or interacted with the TSP in the past six (&) menths, rate
the overall usefulness of each.
Hyaubn-uﬂumsfu_m?rdamnn}rucﬁﬁryhﬂmpmtsh MH“::;H
(&) months, please indicate so in the last calumn

a. Annual statement

. TSP booklets/brachures
. My Account occess fhraugh tsp.gov

O 0000000
O OoboOooooon
O 0OoboOooooo
O bOooOooooo
O 0OooOooooo
O 0OooOooooo

O

£
a
e

-

c
d. General plun informafion on fsp.gov

e. My Account occess through the TSP mobile app
f. AMA virtual chat assiskant

g. Thrifiline to access automated telephone system
h. Thrifiline to speak live o a represeniative

i. Informaticnal emails from the TSP

DDDDDDDDDDQ
DDDDDDDDDD%

0oOo0ooooooi
0000000000k
Joooooooood

i- Training classes/seminars/webinars provided by the TSP

Contmve =

Privocy Act Ssotamant: Tha Federal Ratirement Thrilt Investmest Boord is aulonized o solicit this information undar 5U.5C. 8474, Our saoft cnd conselionts will we the
infrmoficn do prepare summony siofishical reports of oll responses neceived. Additonally, stoff and consubonts may we survey doho jo Ccompone your survey responses with the
wiy you manogs yoer TSP oocoent in the fetune. This isformoficn will help us meosure porticipant sofisfoction wish TSP feofunes, servoes, ond commu nications Fulmshm? [
informaoficn b voluniory. There one no consequencas fo yow for not fursishing s informotion. This isformofion will be occessed ond moinioined as defined in e Federol
Rotwament Thril Invesmant Boond's System of Recceds Motice, FRTE-20, Communicatiors, Edecation, and Oureoch Moleriols



H Live Participant Service Representatives are available weekdays from 7:00 a.m. fo 9:00 p.m., Eastern Time by calling
the TSP Thriftline.

If you called the Thriftline in the past three (3] months and spoke to a Participant Service Representative, please indicate
your safisfaction with the following:

[J Did not call Thrifitine in past three [3) months - Skip o Question 4

M_' et kenorwe
a. Representative’s ability fo answer your questions or
address your needs O [ [ [ . .
b. Amount of time you had to wait to speak to a
representative O L L L L 0
c. Hours thot o representative is available | ] | ] ] N
d. Days of the week that a representative is available [ O O O O ]

nhhmummrﬂuwwpﬂmsuiumﬁmmh—mghhﬁuﬁhmmﬁm!mﬂdhuﬁu
Thriftline, email, online chat, ek.)?

_D Yas

[J Mo - Skip to Question &

L J

B if you contacted the TSP with an issue or problem in the past three |3] months, how safisfied were you with the amount
of time it took for your issue o be resolved?

L] Extremely satisfied

O Somewhat safisfiad

[ Neither satisfied nor dissatisfied

[0 somewhat dissatisfied

O Exiremely dissafisfied

[J pon't know,/Does not apply

nHmmtuymrmlmifmimwﬂhhimﬂhd;mmphﬂﬂnfdhwiﬁgtnnmﬂimsinymmmumh

the past six [6] months. Please consider from the fime you contacted the TSP unfil the transaction was completed.
If you did not complete such a transaction, please o L hed il
indicate that in the last column. dissotiched  dssaichad disafched  seiied m T..f...""f‘
a. Mode account updates |e.g., name change,
beneficiaries, password, eic.) ] L] L] [ [ (]
b. Chenged investment mix of t i
bﬂ;:,:f:a inwestmeant mix of my current accoun m n n n ] 0
c. Took a withdrawal O ] ] ] ] O
d. Rolled over/transferred other eligible retirement plan
occount balances into the TSP O 0 L 0 0 O
e. Bolled over/transferred maney out aof the TSP info
other eligible retirement plan occounts . L L L L O
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Ed How satisfied are you with each of the following on your annual statement?
[ Did not read annual statement -» Skip to Question 9

Mot
Guciiel  dmeed Gmaided sanied  somhed | Meuied
o. Usefulness of information in statement (| O O ] ] (|
b. ;E:Lr:'mr:[;rzi:rh::;wr TSP investments have 0 O = ] O O
c. ﬁgﬁ:ﬁ?;:;?;:rﬂ::; invasiment oplions within I:I I:l I:l I:l I:l I:l
d. E:iﬂ:?;:: your lifetime mn:ml'H}' income eshimala I:] D D D D I:]

“W‘Im_. if anything, can the TSP do o improve the annual stotement?

EJ Beginning in June 2022, TSP participants were required set up a new login in order to access the My Account page on
T5P.gov. Have you completed this one-ime process?

- O Yes

[J Mo - Skip to Question 14

v [J Mot sure - Skip to Question 14

m How easy or difficult was the one-time process to set up your new login for My Account on TSP.gov?
O Very easy

U Eosy

[ Neither easy nor difficult

[ pifficul

O Very difficult

PLEASE TELL US ABOUT YOUR ACCOUNT ACCESS AND TRANSACTIONS

m Have you logged in to your My Account on TSP.gov since completing the one-time process to set up your new login?
= O es

, [ Mo = Skip to Question 14

[E] What, if any, difficulties have you had logging in to My Account since complefing the one-fime process to set up your
new login?

[ Did not have any difficulties lagging in

[ Tried but was not able to log in

[J Hard to remember my user ID

] Forgol/issues resetting password

[ pid not have access io phone or email for authentication when occessing
[ Could not access from home

D] Gl icat cacacaieis Ficass wnk

D Did not receive a code

[ Access code timed out
[ Other (Please speciﬁr}l

Continue =
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Hmmhﬁdnmymwihhhlnvﬁrguspndsnﬂlyﬁumﬂ

Don't know/

S o e ) |
a. I:I:-I}E;un!!aunlislhtf fo frack and manoge your TSP 0 0 | | 0 0]
b. Eass of finding information of interest O O ] ] l ]
c. Eose of navigafing within the site O O O O 4 ]
d. Ease of understanding information provided O O O O O Ol
e. Eose of moking/initioting occount transactions O O O O O O
f. Ease of signing and sul:rmiliing forms D D D D D El

m Have you used the new TSP mobile app in the past three [3) menths?
O Yes
[ [ Mo - Skip to Question 16
m How satisfied are you with the following aspects of the TSP mobile app?

Exvemely  Somewho!  sofishedner  Somewhot  Extremey g e

distotished  diesfished  dissobished  safced soliched opply
a. ﬁx;un!!aunlrslhty fo frack and manoge your TSP m m | m 0] m
b. Eass of finding information of interest O O | Ol Cl ]
c. Eose of navigafing within the mobile opp | O O O O O
d. Eose of undarsh:lnding information pn:wiclad D D D D D D
e. Eose of moking/initialing occount fransacfions O O O O O O
f. Eose of signing and sul:rmilﬁng forms I:] [:I [:I [:l [:l D
g. Eose of logging in o the mobile opp (| O O | O ]

I Which, if any, of the fallowing accounts do you have available for retirement? (Please mark all that apply.)
[J My own ROTH IRA

O My spouse’s/domesfic partner’s 401(k)/403(b)s or IRAs

I:I Taxable btnkan::ga invesiment accounts earmarked for retirement

D Mot upp|i|:|::b|a - | do not have any of these types of accounts

M,Hnny,dﬂnmbﬁnumﬁﬁndmimmnﬁdumhunfwmﬁmuﬂ?fﬁmuminlﬂuuppdy.j
[ My own 401(k)/403(b) - Continue fo Question 18

[J My own traditional IRA - Confinue fo Question 18

O Not opplicable - | do not have any of these types of accounis & Skip ko Question 19
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I} What is the primary reason you have not considered rolling these qualified plan funds into the TSP?
O other plans offer the types of funds in which | am inferested in investing

O other plans allow the withdrawal of money from specific investment funds

O other plans provide easier occess fo funds if needad

O other plans provide higher return than the TSP

O the process for rolling the money out of my other retirement plan and into the TSP is too complicated
D TSP administrafive fees are higher than my current plan

D Just never considered it

[ 1 didn't know | could do this

[ pon't want to keep all my refirement savings with one financial institution

O Mot opplicable - | haven't done it yet, but plan to roll these assets info the TSP in the future

[ Other (Pleasa spscr'ﬁ—'jl

m\!ﬂmisﬂnm’m[ reason that you decided to retain your TSP account when you separated from the Federal
government? [Mark only ONE choice.)

[ Low administrative expensas/fees

[ Like the investment options

[ Like the withdrawal options

[ Comfortable with the Faderal govemment managing the plan

O Easier 1o stay than fo transfer to another occouwnt

Saw no regson fo move
D Easier fo roll other retirement accounts info TSP than roll out of TSP

[ Other [Flease spscil'}'}l

ETY Are you currently employed outside of the federal government?
I:I Yas

O me

mﬂmmmmmly refired from all FULL-TIME employment?

L] es

D Mo

m Have you started o withdraw your TSP balance fer your refirement?

- O s

+ [J Mo = Skip to Question 24

EE] Over the past 12 months, what have you spent your TSP savings on? (Mark all that apply.)

D As a source of income fo pay living expenses

O Bought a home/paid off o morigage

D Took a vocation

O paid callege tuition, student loans

[ Paid for medical expenses

[ Paid down other debt

D |mﬂa5hc| 'I'I'IE I'I'IDI'IE}I' EIEE'W"IEI'B

E Did you [or are you likely to) fransfer some or all of your money from your TSP account into ancther eligible retirement
account?

O Yes -+ Continue 1o Question 25

[ Mo = Skip to Question 26

O Dion't know —= Skip fo Question 26 Conlinges =
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ET] ¥ you transferred or think you will transfer money from your TSP account to another eligible refirement account after
refirement, would any of the following be your reason for deing so?
{Please mark “Yes™ or “No” for each.)

a. Want fo consclidate my refirement accounts

b. Betier withdrowal options are availoble elsewhere
. Befter imvestmant choices ara availoble elsewhers

. Better cuslomer services are availoble elsewhere

. Befter plonning focls and calculators are available elsewhere

Personal financial advisory services are ovailoble elsewhere

. Lower investment expenses or administrafion fees are available elsewhere

T @m ™ o N

. Higher investment returns are availoble elsewhare

i. Other [Please specify]

I l

Oooooooodo #
OO000000O00des

mm, if anything, can the TSP provide that will help make decisions on when and how to draw down TSP balances
D Mare information on tax implications of withdrawals

1/ e inbcarsnicaticen <o fiming TSP withdrowals with Social Security/FERS annuity /BRS pensicn

D Mare infarmation on whether to withdraw my Roth TSP balance or traditional TSP balance first

D Expanded guaranteed income opficns, beyond current annuity offerings, which protect you from cutliving your

refirement savings

O oOther (Please specify]

E¥d Do you know what an in-plan ROTH conversion is?
m O Yes
| [J Mo Skip to Question 30

{An inplan ROTH conversion is when you convert some or oll of your redifional bolonce fo o ROTH Balonce )

0 understand it extremely well
[ Understand it well

[ Mewtral

O Don't undarstand it well

O pon‘t understand it ot all

m How likely would you be to do an in-plan ROTH conversion (now or in the future) if you had the option?

[FOR EXAMPLE: If you did an in-plan ROTH conversion of $100, 000 and you are in o 24% federal tox brocket, you would need o pay o least

$24, 000 in fedeval income foxes s well oz oddifional siale income faxes depending on youwr sicle. Federal ond sioke ioxes must be paid from money
oulside fhe TSP ko avoid iniggering oddifional foxes and polentiol penoifies depending on yowr oge and employment siolus. |

O Extremely likely

O wikely

O Mot very likely

[ Not at all likely

[ pon't knowHaven't considered it
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T How likely would you be to use the following if offered by the TSP?

-

unlikedy

a. Online financial advice that provides customized ]

recommendafions from o financial edvisor (odditional fee service)

b. Cnline financial advisory ool that provides customized
recommendations based on arfificial intelligence [Al) algorithms 1
[additional fee service)

. Brooder range of invesiment oplicns O

. Ability to download account information fo use with other ]
financial opplications/software
e. An estimale of your Social Security, FERS/CSRS /Military ]
Pension and TSP benefits in one statement or online
f. Tool to help you determine how to draw down your TSP account
to make }-DPurDFunds lost I'|'|n:|ug|'|cn.lr retirament o D
g. Ability to outomafically odjust your nonl Fund account balance m
allocation [outo rebalance]

h. Cther (Please specify] ()

ooooooo o
DIZIDEIDEIDEIIE
DDDDDDDD@E%

Oooooooo o
Doooooo o

EY] Did you know that the TSP transitioned to a new service provider starfing in June 20227
D fas

DN:}

E¥) Overall, how satisfied are you with the experience you've had with the TSP since the June 2022 transifion?
(| Extremely safisfied

[ satisfied

D Meither satisfied nor dissatisfied

[ Dissatisfied

[ Extremely dissatisfied

Mumber of years employed by the Federal Government and/or Uniformed Services: (Please enter actual number
D] Federal Government/Monuniformed Servicas

D] Uniformed Services

EWI“UI:Hinu could the TSP do to better meet your retirement savings and planning needs?
(Please be specific as possible.|

Continve on back page =
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TELL US A LITTLE MORE ABOUT YOURSELF

Your answers to the FD|||:rwing will |'|a|p us determine whether differant groups have different perspeclivﬂs and needs for a

secure refiremeant.

ET Your age:
D Under 25
O 2529
O 3034
[ 3sa¢
O 4044
L] 4549
O sos4
O sss9
O sos4
[ 549
I:I 70 or over

Your gender:
O male
[ Female

ET) Are you of Hispanic, Latino, or Spanish origin?
O s
0 Ne

EL3 Your race (Mark all that apply):

0 white

[ Black or African-American

O asian

[J American Indian or Alaska Mative
O Noative Hawaiian or Pacific Iskander
O other

m Your personal annual income from current employer
and current refirement benefits:

[J $25,000 or less

L] $25,001 - $40,000

O s40,001 - $40,000

O $40,001 - $80,000

O $s0,001 - $100,000

O $100,001 - $150,000

(| $150,001 or more

1] Your total household income, including all sources of
personal and current retirement income and that of
others living in your household:

I:I £40,000 or less

[ $40,001 - $80,000

[ s80,001 - $120,000

0 s120,001 - $160,000

L] 140,001 - $200,000

O $200,001 - $240,000

[J $240,001 or more

m Your combined balance of your non-TSP savings,
non-TSP investments, and non-TSP refirement accounts:
O s 0,000 or less

O $10,001 - $50,000

O s$s0,001 - $250,000

O $250,001 - $500,000

[ ss00,001 - $1,000,000

1 $1,000,001 or more

L] Don't know

Your marital status:

O Single/Mever been married
[ married

O Separated

[ pivorced

L] widowed

[ pomestic parinership,/Living with partner [not
lagally married)
[ Prefer not to answer

Please return your survey to Gallup in the
postage-paid envelope addressed to TSP
PO Box 9014, Lynbrook, NY 11563.

:-. f;'\ GALLUP

TERFT
ERNPIDS
PLAN

Thank you for completing the survey
Your opinions will help improve the
features, products, and services of the
Thrift Savings Plan.

P

02 Separated
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Appendix D: Potential Features and Participant
Suggestions — New Question Wording

Question Question
Number Number
2022 2023

Question wording 2022

Question wording 2023

Q3A

Q5

Q16 2

Q19

Q2

Q3A

Q5

Q16 2

Q19

Are you currently contributing to the
TSP?
1. Yes
2. No

Are you contributing 5% of your basic

pay?
1. Yes

2. No
3. Don’t Know

Considering each of the following ways
you have heard from or interacted with
the TSP in the past 12 months, rate the
overall usefulness of each. If you have
not used a source or done any activity in
the past 12 months, please indicate by
selecting that response.

Q5_A Annual statement

Q5_M TSP booklets/brochures

Q5_N My Account access on tsp.gov

Q5_0O General plan information on tsp.gov
Q5_E ThriftLine to speak live to a
representative

Q5_F ThriftLine to speak live to a
representative

Q5_H Informational emails from the TSP
Q5_I Information from the TSP on social
media (e.g., Facebook, Twitter, or YouTube)
Q5_L Secure emails/e-messaging (when
logged-in and communicating with a service
representative securely)

Other plans offer more flexibility to
withdraw money from specific funds

Q19 _B More flexible withdrawal options
available elsewhere

Q19_C More or better investment choices
elsewhere

Q19_D Better customer service

Q19 _F Available or better retirement planning
tools elsewhere

Q19_E Financial advisory services are
available elsewhere

Q19_G Lower costs or administrative fees
elsewhere

Q19_H Higher investment returns elsewhere

53

Are you currently contributing any of

your basic pay to the TSP?
1. Yes

2. No

Are you contributing at least 5% of
your basic pay in order to receive the
full 5% matching contribution?

1. Yes

2. No
3. Don’t Know

Considering each of the following ways
you have heard from or interacted with
the TSP in the past six (6) months, rate
the overall usefulness of each if you
have not used a source or done any
activity in the past six (6) months, please
indicate so in the last column.

Q5_A Annual statement

Q5_M TSP booklets/brochures

Q5_N My Account access on tsp.gov

Q5_0O General plan information on tsp.gov
Q5_E ThriftLine to speak live to a
representative

Q5_F ThriftLine to speak live to a
representative

Q5_H Informational emails from the TSP
Q5_P My Account access through TSP mobile
app

Q5_Q AVA virtual chat assistant

Q5_R Training classes/seminars/webinars/
provided by the TSP

Other plans allow the withdrawal of
money from specific investment funds

Q19 _B Better withdrawal options are available
elsewhere

Q19_C Better investment choices are
available elsewhere

Q19_D Better customer services are available
elsewhere

Q19_F Better planning tools or calculators are
available elsewhere

Q19_E Personal financial advisory services
are available elsewhere

Q19_G Lower investment expenses or
administrative fees are available elsewhere



Question
Number

Question
Number

Question wording 2022

Question wording 2023

2022

Q23

Q46

Q8.1

Q8

Q57

Q491

Q12

2023

Q23

Q46

Q8_DNR

Q8

Q57

Q491

Q12

Q23_B More flexible withdrawal options
available elsewhere

Q23 _C More or better investment choices
elsewhere

Q23 D Better customer service

Q23_F Available or better retirement planning
tools elsewhere

Q23_E Financial advisory services are
available elsewhere

Q23_G Lower costs or administrative fees
elsewhere

Q23_H Higher investment returns elsewhere

What, if any, difficulties have you had
logging in to your My Account in the past
3 months? (Select all that apply)

In the past 12 months, have you read

your quarterly or annual statement?
1. Yes

2. No

How satisfied are you with each of the
following on your statement (quarterly
or annual)?

Did you try to log in to your account in
the past 3 months?
1. Yes

2. No

If you called the ThriftLine in the past
three (3) months and spoke to a
Participant Service Representative,
please indicate your satisfaction with
the following:

Please rate your overall satisfaction with
the time it took to complete the following
transactions in your TSP account in the
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Q19_H Higher investment returns are available
elsewhere

Q23_B More flexible withdrawal options
available elsewhere

Q23 _C More or better investment choices
elsewhere

Q23 D Better customer service

Q23_F Available or better retirement planning
tools elsewhere

Q23_E Financial advisory services are
available elsewhere

Q23_G Lower costs or administrative fees
elsewhere

Q23_H Higher investment returns elsewhere

What, if any, difficulties have you had
logging in to My Account since
completing the one-time process to set
up your new login? (Mark all that apply)

Did not read annual statement.

How satisfied are you with each of the
following on your annual statement?

Have you logged in to your My
Account on TSP.gov since completing
the one-time process to set up your
new login?

1. Yes

2. No

Live Participant Service
Representatives are available
weekdays from 7:00 a.m. to 9:00 p.m.,
Eastern Time by calling the TSP
ThriftLine.

If you called the ThriftLine in the past
three (3) months and spoke to a
Participant Service Representative,
please indicate your satisfaction with
the following:

Please rate your overall satisfaction with
the time it took to complete the following
transactions in your TSP account in the



Question Question
Number Number
2022 2023

Question wording 2022

Question wording 2023

past 12 months. Please consider from
the time you contacted the TSP until the
transaction was completed.

Q12 _A Took out loan

Q12_G Changed investment allocation of my
current account balance

Q12_1 Changed the investment allocation of my
future contributions

Q12_C Made account updates (e.g., name
change, beneficiaries, password, etc.)

Q12_H Changed current investments
(reallocated fund balances)

Q12_D Took withdrawal using online form
wizard

Q12_E Rolled over/transferred other eligible
retirement plan account balances into the TSP
Q12_F Rolled over/transferred money out of
the TSP into other eligible retirement plan
accounts

past six (6) months. Please consider
from the time you contacted the TSP
until the transaction was completed.

If you did not complete such a
transaction, please indicate that in the
last column.

Q12_A Took out loan

Q12_G Changed investment mix of my current
account balance

Q12_1 Changed the investment mix of my
future contributions

Q12_C Made account updates (e.g., name
change, beneficiaries, password, etc.)
Q12_H Changed current investments
(reallocated fund balances)

Q12_D Took a withdrawal

Q12_E Rolled over/transferred other eligible
retirement plan account balances into the TSP
Q12_F Rolled over/transferred money out of
the TSP into other eligible retirement plan
accounts

Q31 Q31 Indicate number of years employed by Number of years employed by the
the Federal Government and/or Federal Government and/or Uniformed
Uniformed Services: Services: (Please enter actual number.)
Q39 Q39 $25,000 or less $40,000 or less

$25,001 - $40,000
$40,001 - $60,000
$60,001 - $80,000
$80,001 - $100,000
$100,001 - $150,000
$150,001 or more

NoogopwdhpE
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$40,001 - $80,000
$80,001 - $120,000
$120,001 - $160,000
$160,001 - $200,000
$200,001 - $240,000
$240,001 or more

NoasdwdrE



Question Question

Number Number Question wording 2022 Question wording 2023
2022 2023
NQ1 What, if anything, can the TSP do to
improve the annual statement?
(Verbatim)
NQ2 Beginning in June 2022, TSP

participants were required to set up a
new login in order to access the My
Account page on TSP.gov. Have you
completed this one-time process?
1Yes

2 No
3 Not Sure

NQ3 How easy or difficult was the one-time
process to set up your new login for My
Account and TSP.gov?

5. Extremely likely

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely

Don’t know/Haven’t thought about it

RN WA

NQ4 How satisfied are you with the following
aspects of My Account?
5. Extremely likely
Likely
Neither likely nor unlikely
Unlikely
. Extremely unlikely
8. Don’'t know/Haven’t thought about it

PN wh

NQ4_A Overall ability to track and manage
your TSP investments

NQ4_B Ease of finding information of interest
NQ4_C Ease of navigating within the site
NQ4_D Ease of understanding information
provided

NQ4_E Ease of making/initiating account
transactions

NQ4_F Ease of signing and submitting forms

NQ5 Have you used the TSP mobile app in
the past three (3) months?
1. Yes
2. No

NQ6 How satisfied are you with the following

aspects of the TSP mobile app?
5. Extremely likely

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely

BN wh
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NQ7

NQ8

NQ9

NQ10

57

8. Don’t know/Haven’t thought about it

NQ4_A Overall ability to track and manage
your TSP investments

NQ4_B Ease of finding information of interest
NQ4_C Ease of navigating within the mobile

app

NQ4_D Ease of understanding information
provided

NQ4_E Ease of making/initiating account
transactions

NQ4_F Ease of signing and submitting forms
NQ4_G Ease of logging in to the mobile app

Did you (or are you likely to) transfer
some or all of your money from your
TSP account into another eligible
retirement account?

1. Yes

2. No

3. Don’t Know

Do you know what an in-plan Roth
conversion is?

1. Yes

2. No

How well do you understand the tax

consequences of doing an in-plan Roth

conversion if that option were made

available to you?

(An in-plan Roth conversion is when

you convert some or all of your

traditional balance to a Roth balance.)
5. Extremely likely

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely

Don’t know/Haven’t thought about it

OE N

How likely would you be to do an in-
plan Roth conversion (now or in the
future) if you had the option?

(For example, if you did an in-plan Roth
conversion of $100,000 and you are in
a 24% federal tax bracket, you would
need to pay at least $24,000 in federal
income taxes as well as additional
state income taxes depending on your
state. Federal and state taxes must be
paid from money outside the TSP to
avoid triggering additional taxes and
potential penalties depending on your

age and employment status.)
5. Extremely likely



NQ11

NQ12

58

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely

Don’t know/Haven’t thought about it

OPEr N

Did you know that the TSP transitioned
to a new service provider starting in
June 20227

1. Yes

2. No

Overall, how satisfied are you with the
experiences you've had with the TSP
since the June 2022 transition?

5. Extremely likely

Likely

Neither likely nor unlikely

Unlikely

Extremely unlikely

Don’t know/Haven’t thought about it

R NdwA



