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The survey response is representative of the 
membership
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Overall satisfaction consistent with the previous 
year
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Satisfied with CalSTRS after a call
(based on over 50,000 responses)

Satisfaction is high at the point of service
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The majority of members are engaged with 
CalSTRS
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Members rate trust in CalSTRS the highest of the 
engagement items
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CalSTRS is an
organization I can

trust.

CalSTRS cares about
members like me.

I feel confident my
retirement is secure

with CalSTRS.

I know CalSTRS
operates in my best

interest.

CalSTRS acts
ethically.

Engagement items consistent with the previous year
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CalSTRS helps
educate members like

me about relevant
topics.

CalSTRS is a solid
financial institution.

CalSTRS sends
communications

relevant to my needs.

CalSTRS operates
with transparency.

CalSTRS listens to its
members.
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Members rate staff performance high
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Staff was
courteous.

Staff was
knowledgeable
about CalSTRS.

Staff understood
my questions or

concerns.

Staff displayed a
caring attitude.

Staff took
appropriate actions

to address my
questions or
concerns.

Staff was
knowledgeable

about my questions
or concerns.

Staff performance consistent with the previous year
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Members rate service performance high
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CalSTRS
responded to my
inquiry in a timely

manner.

The answers to my
questions were

thorough.

CalSTRS
appropriately

followed through
with issues related

to my account.

Information
provided by

CalSTRS was
easy to

understand.

It was easy to
reach a

representative
when needed.

Information from
multiple CalSTRS

sources was
consistent.

Service performance consistent with the previous year
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CalSTRS Net Promoter Score increases by life 
stage
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CalSTRS Net Promoter Score compares favorably 
to common brands
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Confidence meeting financial needs in retirement 
consistent with the previous year
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The retirement process is easy for the majority of 
members
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Members are satisfied with retirement

13

90% 90% 91%
87% 87%

0%

25%

50%

75%

100%

2020
(n = 1,051)

2021
(n = 1,441)

2022
(n = 1,045)

2023
(n = 1,215)

2024
(n = 1,006)

Satisfaction with retirement
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