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Background information 
The Tennessee Treasury Department, under the leadership of 
Treasurer David H. Lillard, Jr., oversees the State’s retirement 
program, branded as RetireReadyTN (the Program). RetireReadyTN 
combines the strengths of one of the nation’s strongest defined benefit 
plans, the Tennessee Consolidated Retirement System (TCRS), with 
deferred compensation plans and retirement readiness education. The 
mission of RetireReadyTN is to counsel participants on their complete 
retirement picture, from TCRS, to the 401(k), 457(b), and any other 
outside assets they may have. 

RetireReadyTN, through Empower, employs 16 dedicated Plan 
Advisors who are licensed by FINRA to provide advice. Plan Advisors 
meet one-on-one for a “Retirement Readiness Review” to counsel 
participants at any career stage on all sources of retirement income, 
including TCRS, and provide detailed information about plan 
provisions. These meetings help the participant take the best next step 
to prepare for retirement. Plan Advisors also conduct Retirement 
Counseling sessions for members who are 3 years or less from 
retirement.  Retirement Counseling sessions include a detailed 
overview of official TCRS benefit estimates and other income sources 
in retirement. Retirees from the Program can also meet with a Plan 
Advisor to further refine their retirement planning. Plan Advisors 
additionally conduct group meetings around the State.  

The Program determined that participants are more likely to make positive changes if they sit down one-on-one with a Plan 
Advisor who can provide customized recommendations for them. The Program and Empower promoted one-on-one 
meetings with Plan Advisors to participants and employers at every opportunity. Empower also created a comprehensive 
onboarding strategy to ensure that each Plan Advisor knew what their goals were for each interaction. Plan Advisors were 
trained extensively not only on the 401(k) and 457(b) deferred compensation plans, but also on the defined benefit plan by 
experts from TCRS. With regular reporting on progress toward goals, enhanced training, and heavy promotion of the Plan 
advisors, the number of participants meeting with a Plan Advisor has increased. In addition, participants’ satisfaction 
ratings with their Plan Advisor rose by quite a bit. Improved participant results and positive changes to plan metrics are 
also a result of this effort.  

Goals 
RetireReadyTN wanted to increase the number of participants meeting with Plan Advisors, therefore increasing the 
number of positive participant actions in 2023.  
 
In their own words 
Ashley Nabors, Assistant Treasurer, Financial Empowerment, said, “Ensuring members are on track for a successful 
retirement is at the core of everything we do. Promoting our Plan Advisors to participants and employers at every turn has 
led to great success and improved participant outcomes. We are driving more retirement readiness meetings with our 
members each year.” 
 
Detailed description of the project  
Knowing that participants are more likely to take positive actions if they meet with a Plan Advisor, the Program set out to 
both successfully onboard new Plan Advisors and promote them via multiple communication channels. 
 
 
 

RetireReadyTN Plan Profile 

• Offers 401(k) and 457(b) Plans, as well 
as a defined benefit plan. 
 

• Participants hired after July 1, 2014 are 
auto enrolled into the Hybrid Plan, 
where the employee contributes 5% to 
their defined benefit plan and 2% to their 
401(k). Their employer contributes 4% 
to their defined benefit plan and 5% to 
their 401(k).   

 

• Asset size: 401(k) $4.8B /  
457 $642M as of March 31, 2023. 

 

• Number of participants: 401(k) 195,937 / 
457 15,656 as of March 31, 2023. 
 

• Industry partner: Empower 
(recordkeeper). 
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Onboarding new Plan Advisors 
Setting Plan Advisors up for success starts with the onboarding process. New Plan Advisors are required to watch 100 
recorded comprehensive retirement readiness reviews. They are also trained on the deferred compensation plans and 
TCRS, the defined benefit plan. New Plan Advisors do not meet with a participant until they have completed 60 days of 
training and are clear on their goals, objectives and direction when meeting with participants. They become experts on the 
Program as a whole. Their manager sets aside at least eight hours during their first eight weeks of employment to meet 
with the new Plan Advisor, answer their questions and get to know them. This helps to build a culture of trust and 
accountability. Once they are ready to meet with participants, Plan Advisors know what the big picture is and what their 
goals are, and they hit the ground running. 
 
Setting goals and reporting metrics 
Each Plan Advisor has a goal of conducting 25 meetings each week. This goal is set by the Program and Empower. Every 
Monday, Plan Advisors are sent a report of their progress to the goal, so they know exactly where they stand. Every 
quarter, the team reports back their numbers to the Program to ensure they are on track toward their goals. 
  
RetireReadyTN and Empower’s partnership 
The Program and Empower have built a close working relationship, which has led to more doors opening for Plan Advisor 
meetings and an overall increase in meetings. 
 
The Tennessee Treasury Department’s Outreach team collaborates with Plan Advisors to establish closer relationships 
with participating employers and help them meet with more participants. Regular meetings are held to discuss upcoming 
employer and employee outreach opportunities. The Outreach team also coordinates introductions between the Plan 
Advisor and employers.  
 
Government employee conferences are an area where the Outreach team and Treasury have also partnered with their 
Plan Advisor. A Plan Advisor has been assigned to represent the Program at these conferences. Prior to these 
conferences, the Outreach team promotes the Plan Advisor’s availability to conference attendees by providing an online 
Plan Advisor meeting scheduling link. Plan Advisors now have preset appointments with participants during conferences, 
instead of waiting for participants to drop by their booth at the conference. 
 
The Treasury Department also promoted Plan Advisor meetings at regular employer and employee information sessions 
conducted throughout the year. Information about Plan Advisor meetings and online scheduling links were shared along 
with other meeting materials and as part of post-meeting surveys. The Program even hosts a custom Meet your Advisor 
webpage on the Treasury site where participants can go to learn more and set up a meeting. 
 
The Program established monthly “open mic” calls during which TCRS experts from the Treasury Department fielded 
questions from Plan Advisors that had arisen during recent participant meetings. The meetings provide continuing 
education for Plan Advisors and better enable them to provide participants with accurate, comprehensive advice about 
both TCRS and the 401(k) and 457 Plans. 

Promoting Plan Advisors to participants 
The Plan Advisor meeting link at retirereadytn.empowermytime.com is used in all participant communications. 
Campaigns feature the link, and QR codes that direct participants to the link are used in all print materials. Both the 
Program website and Empower’s website features this link and promotes meeting with their Plan Advisor. Making it easy 
for participants to set up a meeting with their Plan Advisor is paramount, and using campaigns, the website and 
educational materials to promote the Plan Advisor has been very helpful. The Plan Advisors even include this link in their 
email signatures. 
 
The Program and Empower created a series of 12 emails to promote meeting with a Plan Advisor. The Program’s field 
administrators regularly send these emails out directly to participants. This additional level of support for communications 
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is invaluable in ensuring that all participants have heard about their Plan Advisor and understand that this benefit is 
available to them at no cost. The emails have different themes for different times of the year. Emails are also targeted to 
the age 50+ population, as they have the ability to meet with a Plan Advisor to receive their defined benefit pension 
estimate when they are closer to retirement. When they are ready to file for retirement, the Plan Advisor can help the 
member fill out the application.  

The Program and Empower also embraced automated messages that focused on participants with equity risk, inflation 
risk, and retirees/near-retirees. These automated messages were delivered to the participant directly from their assigned 
Plan Advisor. The messages promote meeting with the Plan Advisor to review their investments and confirm they are 
allocated correctly for their goals and objectives. The retiree/near-retiree emails provide an important level of support for 
age 50+ participants who plan to retire in the near future.  

The Plan Advisors also use group meetings to promote the availability of one-on-one meetings. They post the meeting link, 
and they use that meeting to ask for referrals from the meeting attendees. Plan Advisors even attend departmental 
meetings with different employers to promote these meetings. 

Results 
1) There was a large increase in Retirement Readiness Review meetings overall. In 2022, Plan Advisors performed 

11,120 one-on-one Retirement Readiness Review meetings, a 13% increase over 2020 (9,833 meetings).  

2) A higher percentage of meetings in 2022 also included a comprehensive plan review (75%) than in 2020 (55%). 
Meetings including comprehensive plan reviews are the most likely to lead to positive retirement actions.  

3) Promoting Plan Advisor meetings resulted in positive participant actions throughout 2022.  

- 61% of participants who met with a Plan Advisor reported taking positive action.  

- The meetings resulted in 9,321 enrollments in the Plan, 30,451 deferral changes, 3,551 asset 
allocation changes, and 1,305 rollovers. 

4) The meetings with participants also reduced the number of equity risk participants in the Plan. In 2020, 22,000 
participants were exposed to equity risk. At the end of 2022, that number was down to 15,000, a 31% total 
decrease of equity risk participants in the Program.  

5) Participants meeting with their Plan Advisor were given the opportunity to rate their Plan Advisor, and 93% of 
participants were satisfied with their experience. The Plan Advisors achieved a Net Promoter Score (NPS) of 91 
in 2022. Those ratings rose from 2020’s satisfaction score of 86% and NPS of 83, and 2021’s satisfaction score 
of 90% and NPS of 87.  

6) Compared to other governmental plans at Empower, the Program’s NPS score is world-class. Other 
governmental Plan Advisors have an average NPS score of 84, compared to the Program’s rating of 91.  

7) 97% of participants rated their Plan Sponsor’s ability to answer questions as effective or highly effective. 

8) Overall plan metrics improved as well. The median Lifetime Income Score (LIS) for the Program was 62% in 
2021. By the end of 2022, the LIS improved to 65%. The LIS helps participants measure the percentage of 
income they are on track to replace in retirement.  

9) Finally, at the end of 2021, 30,864 participants were on track to replace 100% of working income in retirement. 
By the end of 2022, 36,772 participants were on track to replace 100% of their income. This represents a 19% 
increase in participants who are on track to replace 100% of pre-retirement income.  

 
Feasibility of use by other governments of a similar size 
Other government plans should work closely with their recordkeeper to promote one-on-one meetings with licensed 
professionals like RetireReadyTN Plan Advisors. Promoting the Plan Advisor at every opportunity is important for success, 
as is regularly checking in on progress with Plan Advisors and their recordkeeper. This project was especially successful 
because the government entity opened doors for their recordkeeper, allowing for more coverage and more effective 
deployment of Plan Advisor resources. 
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Plan Advisor promotion email samples
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RetireReadyTN.gov Meet your Advisor webpage

Match campaign email with meeting link

Managed Account offer email with meeting link
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