Member Perspectives Survey Overview	Comment by Goebel, Jacob: Any places where they should have a "not applicable" option?

Goals
· Identify member characteristics (i.e., relevant behaviors, beliefs, drives) that best predict consequential outcomes related to the TRS website (e.g., frequency of visits, satisfaction, pain points)
· Discover opportunities to assist members in taking advantage of TRS resources (e.g., retirement planning), drawing on models such as Self-Determination Theory (Deci & Ryan, 1985)	Comment by Goebel, Jacob: Current survey is somewhat focused on financial planning (e.g., retirement calculator), anything needed for stuff like health information motivation? Future time perspective might capture that
· Increase overall member satisfaction with the TRS website
· Increase awareness of the TRS website, the first-stop resource to obtain the information members are looking for 

Deliverables
· Detailed report quantifying unmet needs characterizing key user segments (e.g., active members vs. retirees)
· Actionable recommendations to increase member satisfaction via changes to TRS communications and website functionality (e.g., if members have difficulty estimating the time needed to complete tasks, adding time estimates to the step-by-step instructions should help)
· Portfolio of user archetypes capturing distinct needs/motivations to guide future improvements and communications

Recruitment
	Study population: TRS active members and retirees
	
Power analysis (minimum sample size required): N = 55 (α = .05, 80% power to detect a medium size effect via multiple regression)	Comment by Goebel, Jacob: This is for single coefficient in multiple regression, 2 predictors, two-tailed)

If I instead calculated power for a simple correlation, required sample is 84	Comment by Goebel, Jacob: For R2 deviation from zero (multiple regression), it is 55 for 1 predictor, 68 for 2

Compensation: voluntary

Project Timeline
	Data collection: 1-2 weeks (7/15 – 7/26)
	Analysis & reporting: 1 week (7/26 – 8/2)









Recruitment Email Scripts

Script for members who previously opted in:
[bookmark: _Hlk173247875]Header: Make Your Voice Heard: TRS Website Survey

Body: Earlier this year, you indicated that you would be interested in participating in a brief member survey. That time has come! TRS is making big changes to your website (www.trs.texas.gov), and we need your help.

Your input is invaluable as we work toward ensuring the website is a useful tool for our members. This is a summer internship project, so we would really appreciate your participation!

[bookmark: _Hlk171586023]If you would like to participate, please click the link below. Your participation is completely voluntary and your responses are anonymous. The survey should not take more than 15 minutes.

Survey link: [Qualtrics link]

Script for TRS employees:
Header: Make Your Voice Heard: TRS Website Survey

Body: TRS is making big changes to your website (www.trs.texas.gov), and we need your help. Our goal is to learn more about the perspectives and motivations of our members as it relates to their experience with the website.

Your input is invaluable as we work toward ensuring the website is a useful tool for our members. This is a summer internship project, so we would really appreciate your participation!

If you would like to participate, please click the link below. Your participation is completely voluntary and your responses are anonymous. The survey should not take more than 15 minutes.

Survey link: [Qualtrics link]

Script for interns:
	Header: Spread the Word: TRS Website Survey

Body: Hi fellow interns! My name is Jake Goebel, a user experience research intern with the Communications department. As part of our efforts to improve the TRS website (www.trs.texas.gov), we are seeking feedback from members via a quick 15-minute survey.

Given our limited resources, we hope to recruit TRS employees internally to participate, in addition to our external member sample. We want to we collect as many responses as possible in order to deliver reliable, actionable findings. 

To this end, we would like to encourage you to share the following survey link with your respective teams at TRS. Your help would go a long way toward ensuring the website is a useful tool for our members.

If you have any questions related to the survey, please do not hesitate to reach out to me. Please do not take the survey yourselves, as it is intended for TRS members specifically (i.e., full-time employees). 

Survey link: [Qualtrics link]







Survey Instructions	Comment by Goebel, Jacob: We must make sure that we are not going to do anything related to finances, we only want to make the website more useful	Comment by Goebel, Jacob: Add explanation of how data will be used (e.g., quotes used in media?)

Thank you for taking the time to complete our survey. Your valuable feedback helps us build a better experience for you!

Please try to complete the survey in one sitting, in a room without distractions. The survey should take no more than 10 minutes and your responses are anonymous.

As part of this survey, you will be asked some questions about your experience with the TRS website (www.trs.texas.gov). When questions refer to the ‘TRS website’, please bear www.trs.texas.gov in mind (as opposed to the online MyTRS portal for members). 	Comment by Goebel, Jacob: Need to specifically say NOT MyTRS? But, I'm still interested in whether they did things like use the retirement calculator or access MyTRS at all via the normal website

In addition, some questions will request a written response. Please refrain from including any personally identifiable information in your answers. This will ensure that your identity remains anonymous and your personal information is protected.

Your responses will not impact your TRS membership or benefits in any way. In other words, you will not be rewarded for your participation in this survey. You have the right to end your participation at any time without penalty.

This survey will not inform any changes to TRS policies or member benefits. Rather, your data will be used to identify potential improvements to the website. In addition, anonymous open-ended responses might be included in future presentations and correspondence about the member experience.

If you wish to proceed, please move forward to the next page to begin the survey.
	Response option: “I consent”

















Demographics	Comment by Goebel, Jacob: Member survey breaks things down by age, retiree vs active member

Will need to sell how this goes beyond

Demographics block instructions. We would like to start by asking some questions about your membership and service.

Age
What is your age group?
· Less than 30 years old
· 30-39 years old
· 40-49 years old
· 50-59 years old
· 60+ years old
· Prefer not to answer

Career stage
Which of the following categories best describes where you are in your career as a TRS member? 	Comment by Goebel, Jacob: Best phrasing? Want them to select yes if they are receiving retirement benefits, even if they have another job now	Comment by Goebel, Jacob: Beneficiaries?
· Early career (less than 5 years)
· Mid-career (5+ years)
· Late career (eligible for retirement)
· Currently in the retirement process
· Already retired and receiving a pension
· Other (please specify)

Job classification	Comment by Goebel, Jacob: From member satisfaction:

Job Classification: The eight job classifications tracked by TRS were categorized into 1. Teachers and Health Professionals (Includes Teachers, Full-time Librarians, Full-time Nurses/Counselors, and Summer School positions), 2. Support Staff (Includes Support Staff, Bus Drivers, Food Service Workers), 3. Professional/Administrative and 4. Peace Officers. 
Which of the following categories best describes your professional role(s) working for a TRS covered employer? Please select all roles you have occupied, past and present, even if you are currently retired.	Comment by Goebel, Jacob: Benefits suggested:
Working After Retirement for a TRS Covered Employer
Working After Retirement outside of Public Education	Comment by Goebel, Jacob: But we want to get the TRS-specific role they had, even if they are already retired….
· Teacher	Comment by Goebel, Jacob: Removed: “Summer School positions” since that would fall under the other positions?

Breaking each out into own option rather than grouping together as well
· Full-time Librarians 
· Full-time Nurses/Counselors
· Support Staff 
· Bus Driver 
· Food Service Worker
· Professional/Administrative Staff
· Substitute/Volunteer
· Peace Officer
· Summer School Worker
· Other (please specify)

Years of service
For approximately how many years have you been a TRS member?Please indicate the range of your TRS service credit.
· Less than 1 year
· 1-5 years
· 6-10 years
· 11-15 years
· 16-20 years
· 21-25 years
· 26-30 years
· 31+ years




































Predictor Variables	Comment by Goebel, Jacob: Would any of these predictor vars be helped by an open ended elaboration prompt?	Comment by Goebel, Jacob: Making scale point edits in qualtrics	Comment by Goebel, Jacob: According to member satisfaction: top reasons for not using mytrs included:
Do not need
Not enough time
Too complicated/low CONFIDENCE

Predictor block general instructions. As part of this survey, we ask that you next provide some background on your views and experiences related to retirement. This information will be used to better understand your unique perspective when engaging with the TRS website (www.trs.texas.gov). We aim to tailor improvements to better meet the needs of our diverse membership.

Attitude toward retirement	Comment by Goebel, Jacob: David note:
Motivation: can ask what they look forward to in retirement

BUT not sure what this gets us beyond knowing whether they have positive or negative attitudes though...
Instructions. The next several questions concern your opinions about retirement in general (not specific to TRS or your own personal retirement). By retirement, we mean the act of leaving one’s job and ceasing to work to begin receiving your monthly pension. 
 
	Retirement in general	Comment by Goebel, Jacob: Ambivalence?
Please rate retirement on the following scalesIn general, retirement is: [7-pt. semantic differential)	Comment by Goebel, Jacob: 5 point?
			1 (BadNot at all good) – 7 (Good)	Comment by Goebel, Jacob: From benefits: soften negative ends here	Comment by Goebel, Jacob: Could just do “not at all good, postive, beneficial, etc”?	Comment by Goebel, Jacob: Does 'slightly beneficial' make sense? Less harmful does not necessarily mean more beneficial…

Bipolar scale implies a neutral midpoint between bad and good

Seems important for evaluative attitudes where people might really feel 'neutral'	Comment by Goebel, Jacob: Previous retirement attitudes items:
Retirement enables me to pursue my unfulfilled dreams.
I look forward to retirement.
I am worried about my life after retirement.
Retirement makes me feel useless.	Comment by Goebel, Jacob: If I go with "to what extent" elsewhere, I think I can leave these middle points unlabeled and it won't be too disfluent - IF we keep these endpoints as-is
			1 (NegativeNot at all positive) – 7 (Positive)
			1 (HarmfulNot at all beneficial) – 7 (Beneficial)
	Retirement ambivalence	Comment by Goebel, Jacob: Cutting "undecided" item because it seems less clear than other two
How mixedTo what extent are your thoughts and feelings about retirement mixed? (1 = I feel completely one-sided reactionsNot at all mixed, 7 = I feel completely mixed reactionsVery mixed)	Comment by Goebel, Jacob: Is it confusing that the “negative” end is on the right instead of left?	Comment by Goebel, Jacob: If this is ok, is using “difficult” instead of “easy” OK? This might be a little different as mixed is less explicitly negative? Could be one sided but negative	Comment by Goebel, Jacob: Double check wording with prior research: thoughts and feelings seems technically double barreled but this was probably done before
How conflictedTo what extent are your thoughts and feelings about retirement conflicted? (1 = A feel no conflict at allNot at all conflicted, 7 = I feel maximum conflictVery conflicted)

[skip if retired] Retirement preparation	Comment by Goebel, Jacob: Only present these to active members? Could then have a general satisfaction with retirement measure for retirees
Importance of retirement planning	Comment by Goebel, Jacob: Not just control over outcomes/decisions, but control over how to go about PROCESS?
The choices I make now aboutIt is important to make informed choices about my retirement matter.. (1 = Strongly disagree, 7 = Strongly agree)
My retirement is too far off to plan for right nowThe distant future is too uncertain to plan ahead for retirement. (1 = Strongly disagree, 7 = Strongly agree)	Comment by Goebel, Jacob: Change to “plan for”?
Retirement goal clarity [Stawski et al., 2007; Moorthy et al., 2012; 1 = Strongly disagree, 7 = Strongly agree]
		I set clear goals for gaining information about retirement.	Comment by Goebel, Jacob: Cut this item? Gaining information seems a bit different that vision of retirement per se	Comment by Goebel, Jacob: Or replace with “I’ve thought a great deal about quality of life in retirement.”
		I set specific goals for how much will need to be saved for retirement.
		I have a clear vision of how life will be in retirement.
		I have clear plans for how I will spend my time in retirement.
Retirement planning behavior [Moorthy et al., 2012 1 = Strongly disagree, 7 = Strongly agree]	Comment by Goebel, Jacob: Does this capture what goal clarity does? Can we cut more?

The 'expected income' item might tap goal clarity… replace or cut?	Comment by Goebel, Jacob: Already cut from goal clarity:

I’ve thought a great deal about quality of life in retirement.
I’ve discussed retirement plans with a spouse, friend, or significant other.

Already cut from retirement planning behavior:
I am concerned about the state of my financial preparation for my retirement.
I expect my standard of living in retirement will decrease.
	Comment by Goebel, Jacob: Could cut for time, probably captured somewhat by attitudes
I am confident that I will have a decent standard enough money to maintain my standard of living in my  retirement.
		At present, I rate my financial preparation for retirement as good.
I am  not confident that I could work out what my expected income and expenditurefinancial needs would be in retirement.	Comment by Goebel, Jacob: Ask about whether they have before? I guess this question does tap preparation / confidence in information and research done	Comment by Goebel, Jacob: Is financial needs better than expected income and expenditure in retirement?

[skip if NOT retired] Retirement satisfaction
How dissatisfied or satisfied are you with To what extent are you satisfied with retirement? (1 = Very dissatisfiedNot at all satisfied, 7 = Very satisfied)	Comment by Goebel, Jacob: Could have them unpack negative responses, but not sure it is worth it, less actionable than website specific open ended quesitons
At the time of retirement, how confident did you feelto what extent did you feel confident in your decision to retire? (1 = Not at all confident, 7 = Very confident)	Comment by Goebel, Jacob: Need full scale labels for each question, or are just the end-points sufficient (I've done this often in academic research)?	Comment by Goebel, Jacob: 5-point: Not at all, Slightly, Moderately, Very, Extremely

Others use: Not at all, Slightly, Somewhat, Moderately, Extremely	Comment by Goebel, Jacob: Need “neutral” point in the middle? Maybe only for agree - disagree and other bipolar scales (not unipolar not at all - very)

Financial skills	Comment by Goebel, Jacob: Tech/digital literacy?

"digital literacy" seems most relevant here: any brief measures?

4 item scale: Loyd BH, Gressard C. Reliability and Factorial Validity of Computer Attitude Scales. Educational and Psychological Measurement 2016 Sep 07;44(2):501-505. [doi: 10.1177/0013164484442033] 

Computer attitudes scale: this paper below says the CAS is good for older adult populations

Oh, S. S., Kim, K. A., Kim, M., Oh, J., Chu, S. H., & Choi, J. (2021). Measurement of digital literacy among older adults: systematic review. Journal of medical Internet research, 23(2), e26145.

See also: Zambianchi M, Carelli M. Attitudes Toward Technologies Questionnaire (ATTQ). Umeå, Sweden: Umeå University; 2013	Comment by Goebel, Jacob: See also:
Norman CD, Skinner HA. eHEALS: The eHealth Literacy Scale. J Med Internet Res 2006 Nov 14;8(4):e27 [FREE Full text] [doi: 10.2196/jmir.8.4.e27] [Medline: 17213046] 

(ehealth literacy scale, but could adapt and might capture information search capability better than others)	Comment by Goebel, Jacob: Can I cut another item from these?
Financial knowledge [Van Dalen et al., 2010; 1 = Strongly disagree, 7 = Strongly agree]
		I know more than most people about retirement planning.
I am very uninformed aboutnot very well versed in financial planning for retirement.
When I have a need for financial services, I know exactly where to obtain information on what to do.
Growth/fixed mindset [Dweck, 1999; 1 = Strongly disagree, 6 = Strongly agree]	Comment by Goebel, Jacob: Changed language from "you" to "I" for consistency	Comment by Goebel, Jacob: Just added "financial" to original items, should workshop more	Comment by Goebel, Jacob: Could try:
"financial acumen"
"financial aptitude"	Comment by Goebel, Jacob: Maybe revise scale points to be consistent with other items	Comment by Goebel, Jacob: Original scale is 1 - 6, but might be best to keep consistent across items
I have a certain amount level of financial intelligenceaptitude, and I can’t do much to change it.
My financial intelligence aptitude is something about me that I can’t change very much.
I can learn new things, but I can’t really change my basic financial intelligenceaptitude.
Digital (financial) literacy [Norman & Skinner, 2006; 1 = Strongly disagree, 7 = Strongly agree]
	I feel confident in using information from the internet to make financial decisions.
	I have the skills I need to evaluate the financial resources I find on the internet.
	I know where to find helpful financial resources on the internet.

Trust & belonging	Comment by Goebel, Jacob: Items from member satisfaction survey:

TRS operates in my best interest 
My retirement is secure with TRS 
TRS sends communications relevant to my needs 
TRS acts ethically 
TRS provides information that is easy to understand 
TRS listens to its members 

Got rid of trust to keep money safe since less relevant to website and already captured in member satisfaction

Kept more specific measure of trust as information source
	Understand goalsperspective?	Comment by Goebel, Jacob: Any ways to word this better? Got rid of 'responsive to your needs' question	Comment by Goebel, Jacob: Need to unpack with open-ended? Probably not...	Comment by Goebel, Jacob: “understand your perspective?”
To what extent does TRS understand yourTRS understands my retirement goalsperspective as a membe?r. (1 = Not at allStrongly Disagree, 7 = Very muchStrongly Agree)	Comment by Goebel, Jacob: Would this be better as an agree-disagree question?
	Trustworthy?		Comment by Goebel, Jacob: I think we can still ask this to people who haven't visited, so keeping up here in predictors rather than outcomes	Comment by Goebel, Jacob: Unpack with open-ended? Not sure super valuable, as people might not be the best at stating reasons for things like this	Comment by Goebel, Jacob: Is it better for the source to be TRS, rather than website? Trust is about intentional deception, so TRS as an organization seems more 'agentic' and appropriate for this kind of question	Comment by Goebel, Jacob: Could change to “how trustworthy…”
To what extent isis TRS a trustworthy source of information? (1 = Not at all trustworthy, 7 = Very trustworthy)	Comment by Goebel, Jacob: Usually would have two items for this construct but might seem redundant and need to cut as much as possible
Peers value retirement planning? [Van Dalen et al., 2010; 1 = Strongly disagree, 7 = Strongly agree]	Comment by Goebel, Jacob: For strongly disagree - agree questions, can add these instructions: Please rate the extent of your disagreement or agreement with each of the following statements.	Comment by Goebel, Jacob: Does neither agree nor disagree make sense? Compared with unipolar? Bipolar probably best
		My friends believe it’s important to save for retirement.
		My colleagues at work believe it’s important to save for retirement.

Artificial intelligence
Instructions. The next several questions concern your opinions about chatbots powered by Artificial Intelligence (AI). These chatbots simulate human conversation and can be found on various websites. Often, AI chatbots offer an additional way for users to ask questions and seek support.
	Attitude toward AI chatbots	Comment by Goebel, Jacob: Need brief definition before these questions?
In general, artificial intelligence (AI) chatbots are… [7-pt. semantic differential)	Comment by Goebel, Jacob: Got rid of harmful - beneficial to keep short, if I want to just be same as retirement I could replace useless - useful with this, however
			1 (Not at all goodBad) – 7 (Good)
			1 (NegativeNot at all positive) – 7 (Positive) 
			1 (UselessNot at all useful) – 7 (Useful)
	Ambivalence toward AI chatbots	Comment by Goebel, Jacob: Consider dropping ambivalence items...
How mixedTo what extent are your thoughts and feelings about artificial intelligence (AI) chatbots mixed? (1 = I feel completely one-sided reactionsNot at all mixed, 7 = I feel completely mixed reactionsVery mixed)
How conflictedTo what extent are your thoughts and feelings about artificial intelligence (AI) chatbots conflicted? (1 = A feel no conflict at allNot at all conflicted, 7 = I feel maximum retirementVery conflicted)
	AI chatbot trustworthiness	Comment by Goebel, Jacob: It seems like we can ask this even if they have no direct experience?	Comment by Goebel, Jacob: Seems good for this question since we are asking about a general concept…

For TRS website trust, that is more specific...	Comment by Goebel, Jacob: Currently have this more specific item in here, rather than formal "trust in automation" scale
To what extent are artificial intelligence (AI) chatbots trustworthy sources of information? (1 = Not at all trustworthy, 7 = Very trustworthy)	Comment by Goebel, Jacob: Would any of these predictor vars be helped by an open ended elaboration prompt?
	Past experience with AI chatbots
Over the past 12 months, how often have you interacted with an artificial intelligence (AI) chatbot as you were browsing a website? [Never, Once a year, Few times a year, Monthly, Weekly, Daily]	Comment by Goebel, Jacob: Satisfaction survey was yes/no, continuous scale would be ideal	Comment by Goebel, Jacob: Could also do more specific scale points (e.g., "once a month")	Comment by Goebel, Jacob: David: AI chatbots are more successful when users are given options rather than just open ended prompt	Comment by Goebel, Jacob: Added this to specifically call to mind website helper Ais, not just using chatGPT for whatever reason	Comment by Goebel, Jacob: Does this make sense since asking about past 12 months already? Could just do “Once, A few times..”
[if ‘not at all’ IS NOT selected] Overall, how unhelpful or helpful wereto what extent were the AI chatbots helpful? (1 = Not at all helpfulVery unhelpful, 7 = Very helpful)
[If chosen response is ‘negative’] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)




























Outcome variables	Comment by Goebel, Jacob: From member satisfaction:

Please indicate whether you have done any of the following over the past 12 months. 

Called the Telephone Counseling Center and spoke with a Benefit Counselor 
Met with a Benefit Counselor 
Attended a Retirement Benefit Presentation 
Attended a Retirement Forms Session 
Requested documentation via email 
Requested documentation via mail 
Visited the TRS website 
Visited TRS facilities 
Contacted the Ombuds Office to file a complaint 
Read a TRS publication 

If yes, asked another question about how satisfied they were with the interaciton



How satisfied are you with TRS' ability to timely serve you, including the amount of time you wait for service in person? 

How easy is it for you to use our secure website (MyTRS)? 

Social media follow? (each platform)

Importance of and satisfaction with various communications	Comment by Goebel, Jacob: Helpfulness of different publications	Comment by Goebel, Jacob: Accessing information related to health by various means	Comment by Goebel, Jacob: Sources of financial information? Probably not relevant enough here...	Comment by Goebel, Jacob: What stage are they accessing retirement resources? Currently measuring retirement stage, can look at planning as a function of that (between-subjects)

Outcome block general instructions. The next several questions concern your experience (if any) with the TRS website (www.trs.texas.gov).

Website visits
Over the past 12 months, how often did you visit the TRS website (www.trs.texas.gov)? [Never, Once a year, Few times a year, Monthly, Weekly, Daily]	Comment by Goebel, Jacob: More specific website use? "How often do you visit TRS website to update your retirement information or gain information about retirement?"

Seeking information about retirement process/steps/planning?	Comment by Goebel, Jacob: We already have top tasks, so reluctant to ask an open ended question about what they visited for more specifically (also because we are asking about use over time, not one specific instance)	Comment by Goebel, Jacob: Satisfaction survey was yes/no, continuous scale would be ideal	Comment by Goebel, Jacob: Could also do more specific scale points (e.g., "once a month")
[if ‘not at all’ IS NOT selected] Please select indicate which the device you use most oftendevices you have used to access the TRS website (www.trs.texas.gov). (Check all that apply) [desktop computer, laptop, mobile phone, tablet, other (please specify)]
[if ‘not at all’ IS selected] Which of the following are reasons why you have not visited the TRS website (www.trs.texas.gov)? (Check all that apply)
· I was not aware of the TRS website
· I do not have internet access
· I have no reason to visit the TRS website at this time
· Other (please specify)

[skip if no website visits] General website satisfaction, helpfulness, and trustworthiness	Comment by Goebel, Jacob: Member satisfaction: How satisfied are you with the TRS Internet site (www.trs.texas.gov), including the ease of use of the site, mobile access to the site, information on the location of the site and the agency, and information accessible through the site such as a listing of services and programs and whom to contact for further information or to file a complaint? 

Multi-barreled, should just ask overall satisfaction and then more specific ones about finding information and whatever else.
How dissatisfied or satisfied are youTo what extent are you satisfied with the TRS website (www.trs.texas.gov)? (1 = Very disNot at all satisfied, 7 = Very satisfied)
[If chosen response is ‘negative’ on any item] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)

[skip if no website visits] Difficulty estimating time required?	Comment by Goebel, Jacob: Kaylee said these were confusing: rephrase or cut	Comment by Goebel, Jacob: ...to predict the time required to…

To what extent are you able to form a clear estimate of the time required to…

How confident are you that you can accurately estimate the time required to….	Comment by Goebel, Jacob: Regardless, cut down to one item max	Comment by Goebel, Jacob: Confidence in competing in  a reasonable amount of time?

What is the most amount of time you would like to spend on retirement planning tasks.
When accessing the TRS website (www.trs.texas.gov), how confident are youto what extent are you confident that you can complete tasks in a reasonable amount of time? (1 = Not at all confident, 7 = Very confident)	Comment by Goebel, Jacob: How confident would you be in achieving a goal using the website? Could ask people who haven't visited but not sure helpful… digital literacy should already capture this somewhat

Is it also worth asking if they think they can complete tasks at all? Or complete them accurately? But seems already to be captured by time and information search questions
[If chosen response is ‘negative’] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)

[skip if no website visits] Information search and clarity	Comment by Goebel, Jacob: If people haven't visited the website, questions like this should not be displayed
How difficult or easy is itTo what extent is it easy to find the information you are looking for on the TRS website (www.trs.texas.gov)? (1 = Very difficultNot at all easy, 7 = Very easy)	
To what extent is it How difficult or easy is it to understand information presented on the TRS website (www.trs.texas.gov)? (1 = Very difficultNot at all easy, 7 = Very easy)	Comment by Goebel, Jacob: Not at all easy, slightly easy, etc might not make sense here?	Comment by Goebel, Jacob: Could make the same argument for “clear”? Does it really matter	Comment by Goebel, Jacob: An alternative is to do “how” for everyone, and use bipolar scales with neutral (e.g., very unclear - very clear) but idk

Ive seen importance scales that are unipolar (e.g., slightly important), so maybe not a big deal	Comment by Goebel, Jacob: True midpoint (neither easy nor difficult)? Not sure this makes more sense than unipolar per se...
To what extent is the language on the TRS website (www.trs.texas.gov) clear? (1 = Not at all clear, 7 = Very clear)	Comment by Goebel, Jacob: Change to “how clear is the language?” might seem less leading, but is more concise	Comment by Goebel, Jacob: Change to "how unclear or clear"? Might seem a bit awkward, but potentially less leading...
[If chosen response is ‘negative’ on any item] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)	Comment by Goebel, Jacob: Verify whether one open ended is sufficient for these three items, or if separate is better	Comment by Goebel, Jacob: One is sufficient	Comment by Goebel, Jacob: Add [optional]	Comment by Goebel, Jacob: Make more specific to information? E.g., was there anything you couldn’t find?	Comment by Goebel, Jacob: Prob not - keep short

[skip if no website visits] Top task analysis	Comment by Goebel, Jacob: Past website survey had 

Access myTRS
Access a calculator
Request for a refund/withdraw
Access Healthcare benefits information
Find TRS contact information
Access TRS forms
View payment schedule
Access life event resource kit	Comment by Goebel, Jacob: Add accessed a calculator? Might get confusing with the MyTRS option that is already in there...	Comment by Goebel, Jacob: List of mytrs tasks in member satisfaction survey	Comment by Goebel, Jacob: Below is a version adapted from member satisfaction MyTRS questions.


I think we can go with the binary style for this list of tasks, but a continuous scale for other common behaviors not specific to a certain goal (e.g., using search bar, website visits)
Please indicate whether you have performed any of the following actions using the TRS website (www.trs.texas.gov) over the past 12 months. (Check all that apply)	Comment by Goebel, Jacob: Changed from 'whether you have visited for these reasons', since they might visit for one reason but still end up engaging in other ways
· Accessed retirement planning resources	Comment by Goebel, Jacob: Past tense?
· Reviewed retirement deadlines
· Reviewed annuity payment schedule
· Accessed the MyTRS online portal (for calculators, updating personal info, etc.)
· Watched member education videos	Comment by Goebel, Jacob: Esther said it might be useful to know why people aren't watching videos: worth unpacking in its own question block?	Comment by Goebel, Jacob: E.g., didn’t know about them, too long, don't seem relevant, etc...	Comment by Goebel, Jacob: Maybe just have follow-up on next page if they select 'no' here? Could do the same for publications...
· Read or subscribed to news/publications
· Learned about retirement benefits
· Learned about health care and/or compared health plans
· Accessed TRS forms
· Registered for a retirement or health care event
· Connected on social media
· Contacted TRS or Ombuds Office
· Requested a refund
· Accessed the life event resource kit
· Other (please specify)

TRS video resources	Comment by Goebel, Jacob: Could maybe get away with just the "No" question if survey is too long…

More actionable in terms of website-specific changes (e.g., making videos more prominent if people are unaware of them)
[if ‘Yes’ to ‘Watch videos’] Overall, how difficult or easy is itto what extent is it easy to access the video resources available on the TRS website (www.trs.texas.gov)? (1 = Very difficultNot at all easy, 7 = Very easy)	Comment by Goebel, Jacob: Instead of satisfaction, can ask how hard it is to access them?
[If chosen response is ‘negative’] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)
[if ‘No’ to ‘Watch videos’] Which of the following are reasons why you have not accessed the video resources available on the TRS website (www.trs.texas.gov)? (Check all that apply)
· I was not aware of them
· I could cannot find them
· They do not seemare not  relevant to me at this time
· The content is already familiar to me
· They are too long
· I prefer that to acquire information be presented in a different format (e.g., written)	Comment by Goebel, Jacob: Two facets: different sources vs different formats	Comment by Goebel, Jacob: Past vs present tense?
· I prefer to acquire information from different sources (e.g., friends)
· Other (please specify)

TRS news/publications
[if ‘Yes’ to ‘Read/subscribe to news/publications’] Overall, how difficult or easy is itto what extent is it easy to access news/publications available on the TRS website (www.trs.texas.gov)? (1 = Very difficultNot at all easy, 7 = Very easy)
[If chosen response is ‘negative’] [optional] In the box below, please provide a brief (1-2 sentence) explanation for your response(s) above. (open-ended)
[if ‘Yes’ to ‘Read/subscribe to news/publications’] Which of the following publications have your read or subscribed to? (Check all that apply)	Comment by Goebel, Jacob: Ask for videos? Maybe not..

TRS talks is video, right?

Any that I am missing for publications? (members only - no reporting employers)

Board meetings?	Comment by Goebel, Jacob: Should “news/publications” be used here for consistency with above question? Above that was used to give people a better idea of what we are asking, but people might take “news” to mean any new information on website, instead of publications per se… which is better?
· The Pulse
· TRS News
· Fresh Picks
· Other (please specify)
[if ‘No’ to ‘Read/subscribe to news/publications’] Which of the following are reasons why you have not accessed the news/publications available on the TRS website (www.trs.texas.gov)? (Check all that apply)
· I was not aware of them
· I cancould not find them
· They do notare not seem  relevant to me at this time
· The content is already familiar to me
· They are too long
· I prefer to thatacquire information be presented in a different format (e.g., written)
· I prefer to acquire information from different sources (e.g., friends and family)
· Other (please specify)

[skip if no website visits] Most difficult experience
What was the most challenging part about browsing the TRS website (www.trs.texas.gov)? (open-ended)	Comment by Goebel, Jacob: Member satisfaction had:What features or information, if any, would you like to see MyTRS provide to assist with planning for retirement that are not listed previously? (Enter NA if not applicable.) 	Comment by Goebel, Jacob: Label optional like other open-ended (the follow-ups)?	Comment by Goebel, Jacob: Don’t specify

[skip if no website visits] Suggested improvement
What is one thing TRS can do to improve your satisfaction with the TRS website (www.trs.texas.gov)? (open-ended)	Comment by Goebel, Jacob: Adapted from member satisfaction

Debrief
Thank you for participating today. Your insights will directly inform our efforts to improve the website and better serve our members.

Withdrawal code
Although your participation is anonymous, you have the option to withdraw your data. If you wish to remove your data, please contact (NAME + EMAIL). In order to make this possible, you will need to have generated a unique identifier so that we know whose data is to be withdrawn.

Please create a unique identifier for yourself and type it in the box below, even if you do not anticipate withdrawing your data at this time. This should be similar to a password, such that people other than yourself would not be able to guess your unique identifier (e.g., B80NBD56). If you wish to withdraw your data, please contact (NAME + EMAIL) and provide your identifier. We would then be able to delete your data. (open-ended)	Comment by Goebel, Jacob: Maybe have them do it some other way….
