[bookmark: _GoBack]APPENDIX K
QUESTIONNAIRE

Proposals must include a written response to each question or statement. The response should reflect the TPA’s understanding of the stated requirements and the TPA’s qualifications and experience in providing the required services. The responses to the following questions are expected to be incorporated as part of the contract between the TPA and Issuing Office. Please provide succinct answers. All references to “you” or “your” constitute a reference to the company of the TPA.

I. TPA Firm Overview, Governmental Plan Experience 

A. [bookmark: CompanyInfo]Company Information 

1. Provide the company name, address, and type of legal entity.

2. Provide the name, title, mailing address, email address, and telephone of the contact person who the Issuing Office may contact should there be questions regarding this response.

3. Briefly provide an overview of your company and the history of the organization. Describe any parent/subsidiary/affiliate relationships. Are you currently participating in any alliances or joint marketing efforts? If so, describe in detail.

4. Are there any pending agreements or any active or contemplated negotiations or intentions to merge or sell your company or any portion thereof or to acquire another company? If yes, please explain.

5. What is the most recent date when the company or any component of the overall organization had a change in business structure -whether through an acquisition or divesture or through an alliance arrangement? If applicable, how did this change in business affect the defined contribution plan record keeping division and how the company provides such record keeping services?

6. If applicable, please provide the current credit ratings from the four major ratings agencies – A.M. Best, Fitch, Moody’s and S&P for the company and its subsidiaries.

7. Please supply an independently audited company financial statement as of the most recent fiscal year end.  

8. Please include a written copy of the company’s strategic plan.  If the company cannot provide the strategic plan, please provide a synopsis or summary of the company’s strategic plan, including the following:

a. Level of commitment that management has to building market presence,
b. Plan for enhancing current products/service offerings (including hardware and software used to perform services and employee training), 
c. Plan for developing new products/service offerings,
d. Plan for controlling growth of the defined contribution business, and
e. Plan for controlling the growth of administration beyond the defined contribution business.

9. List all subcontractors proposed to be used to provide any of your services, and fully describe the nature of the services to be provided and the subcontractor’s experience and expertise.  

10. Describe your errors and omissions coverage/professional liability, fiduciary liability insurance, and cyber liability insurance coverages, including the risks covered, carriers, levels, limits, and deductibles. Please also describe any additional types of insurance coverage and indemnification provided to protect clients. Please note, as part of the contract you will be required to indemnify and hold harmless the Issuing Office.  

11. Provide the amount of the company’s expenditures record keeping expenditures in relation to the company’s total company-wide expenditures. If you cannot provide actual figures, please provide the ratio of record keeping expenditures to total company expenditures within the given time frames. You do not need to provide ratio figures if you can provide total expenditures for the years listed:

	
	Record keeping expenditures
	Total company expenditures
	Or: 
Ratio of record keeping 
to total spending

	Total for 2017
	$
	$
	

	Total for 2016:
	$ 
	$ 
	

	Total for 2015:
	$ 
	$ 
	

	Total for 2014:
	$ 
	$ 
	


[bookmark: DCPlanExperience]
12. Please provide the average annual turnover of staff associated with the recordkeeper services of the company. 

B. [bookmark: ContractualIssues]Contracts, Pending Litigation and Recent Corporate Actions

13. Has your company been involved in litigation, regulatory or other investigations in the last five years or are there any pending litigation, regulatory or other investigations arising out of your performance or participation in servicing a client or delivering services similar to those outlined in the Scope of Work in this RFP? If so, please fully describe, including an explanation of the resolution of the matter, whether formally or by settlement. Exclude routine interpleader actions, garnishments and similar routine matters involving participants and beneficiaries that do not reflect on your performance of your contract.  

14. Has your company ever filed or been petitioned into bankruptcy or insolvency or has your company ever made any assignment for the benefit of your creditors?  If so, please fully describe, including whether such a petition has been discharged.

15. Identify any potential conflict of interest, or appearance of a conflict of interest, that your company would have in providing the services requested. Describe how you will handle this and why it should not be detrimentally viewed.

C. Data Security

16. Describe your company’s data security team.  Indicate the size, roles and responsibilities of personnel. 

17. Describe the system protocols in place to ensure the integrity and security of records, data, and information and to prevent data theft. Has there ever been an instance where any of your systems were compromised? How does your company define a data breach? What is your corporate policy in notifying clients and participants if a data breach has occurred? What services, if any, are offered to clients and participants in the event of a data breach or potential data breach?

18. Please discuss your process for providing training to your workforce to prevent data breaches?

19. Describe your company’s system back-up, security, and disaster recovery procedures.  Are files archived and stored at an off-site location? If so, where is the location? Have procedures been tested? When did you last perform a full-scaled disaster recovery test? If you are not using backup, what do you use?  If using a hot or warm site, provide the disaster recovery and business continuity plans. How is that controlled?

20. How does the company use independent, third-party testing and benchmarking to ensure compliance with security protocols?  Describe how and the frequency of which third-party security audits are conducted. Provide a summary report of your most recent security audit.

21. How does the company assess potential risk associated with vendors?  How will the company work with the Issuing Office to provide training and ensure best practices are used on both sides to protect participant data.

22. What security features are in place to ensure only the correct participant is given personal information? Describe your Personal Identification Number (PIN) generation capabilities (for new participants) and on-going PIN administration capabilities. 

23. How do you control system access internally and on a client level? 

24. Does your website have multi-factor authentication?  Does your website have self-provisioning for maintaining multi-factor authentication?

25. The Issuing Office requires all participant data, including phone calls to be provided prior to deletion or transition to a new provider in order to meet participant, audit and DRO requests.  Please describe your proposed method of providing the data so it can be used by Issuing Office and what records you expect to provide.  Please also describe your process for data destruction at the end of the contract. 

D. Defined Contribution (DC) Plan Experience

26. What are your client retention statistics for each of the last three years? What is the historic average duration of client relationships for the company? For those clients who discontinued services, what percentage left due to issues pertaining to services provided by the company? Describe the particular reasons why relationships were terminated.

27. Provide the number of years’ experience your company has in providing administrative services for IRC Section 401(a) plans. Specifically, please provide your experience working with DB/DC hybrid plans. 

28. List the three largest governmental 401(a) plans you administer. Identify the plan name, plan type, assets and participants for each.

29. Provide the total number of member accounts you administer on your record keeping system. How many are Section 401(a) plan participants?

30. Identify the number of defined contribution plans your company currently administers with the following assets:

	
	Number of Members in Plan
	Number of DC Plans
	Number of Governmental DC Plans
	Number of Governmental 401(a) Plans

	Less than $500 million
	
	
	
	

	$501 million to $1 billion
	
	
	
	

	$1 billion to $5 billion
	
	
	
	

	$5 billion to $10 billion
	
	
	
	

	More than $10 billion
	
	
	
	

	Total
	
	
	
	



31. How many complex start-up plans similar to the DC Plan described in Act 5 has the company implemented in the past 10 years.  Please provide examples and any relevant experience. 

32. Provide three governmental defined contribution plans administered by your company for at least three years as references.  References should be clients you consider the most similar to the Issuing Office. Provide a contact name, address, and phone number so that the Issuing Office may contact these references if desired. Include the approximate number of participants, total plan assets, and a brief description of services provided and why they are similar to those requested by the Issuing Office.

	Plan Name
	
	
	

	Plan Type
	
	
	

	# Participants
	
	
	

	Total Assets
	
	
	

	Service Provided
	
	
	

	How similar to the Issuing Office
	
	
	

	Contact
	
	
	

	Phone #
Email
	
	
	



II. Implementation Strategy, Relationship Management, and Recordkeeping Operations

A. [bookmark: ImplementationStrategy]Implementation Strategy 

33. Provide a draft implementation plan outlining the key milestones and other necessary steps needed to implement the DC Plan (Class T-G, Class T-H and Class DC) by July 1, 2019.  Describe your strategy for implementation and the rationale behind your proposed plan. 

34. Please describe your experience implementing a DB/DC hybrid plan.  In your experience, what do you see as the major areas of operational and compliance risk.  Please describe how you would assist the Issuing Office to ensure a smooth implementation for both employers, participants and the Issuing Office staff.

35. Implementing Act 5 of 2017 requires changes to the Issuing Office’s existing pension administration system to interface with the plan.  What has been your experience coordinating (including the development of requirements, and system design, development, and testing) these changes in previous engagements?  How do you propose to coordinate changes for this engagement?

36. What process do you envision using to determine/finalize which functions should be done by the Issuing Office and which should be done by you?

37. There are rules regarding compensation, leaves of absence, employment status, eligibility for distributions/benefit payments, return to service, etc., that are applicable and must be administered consistently to members and participants (the majority of which will in fact may be the same individual).  How do you envision these functions being administered and coordinated?

38. Does your company currently have adequate internal staffing to support the proposed contracted services, or will you look to expand the team or bring in additional resources?  Please identify what team members, if any, will be 100% dedicated to this implementation. 

39. As part of the implementation process, please describe your plan to help the Issuing Office develop and implement a custom brand that will accurately promote the DC Plan and identify the Issuing Office as an accessible, comprehensive, and easy-to-use resource for retirement information, education, and tools. 

40. How would you propose communicating to new participants first eligible on or after July 1, 2019? What communication strategies have you used to onboard clients similar to the Issuing Office?  What methods of communication have worked well and what issues or challenges have you seen arise?  Please also describe how the company would propose to communicate the DC Plan to existing members of the System (the defined benefit plan) who will have a 90-day period to elect to move to a new class created by Act 5.  Please include sample materials with your proposal.

41. Describe how the company proposes to work with the Issuing Office to communicate the specific requirements and overall implementation aspects of the DC Plan to employers and other third parties, such as payroll and/or software providers, who are responsible for making required changes to the systems? Please describe how you would ensure that employers are comfortable with their responsibilities and understand the operational processes required to implement and meet ongoing obligations.  What methods of communication have worked well and what issues or challenges have you seen arise?  

42. Can you develop and maintain throughout the life of the contract a formal Administrative Manual to properly document all processes (both manual and automatic), procedures, roles and responsibilities of the Issuing Office relating to the DC Plan? Can you develop a separate manual to be used by employers? Please describe your experience in working with clients to develop such manuals and how you would ensure the documents remain up-to-date.	

43. Please confirm that you will be able to work with the Issuing Office to provide both internal staff and employer training on all aspects of the recordkeeping system, including training on the systems and remittance processes. 


B. [bookmark: ClientServicingTeam]Client Servicing Team

44. Name the person who will be the Implementation Manager responsible for managing all aspects of the implementation and coordinating both with the Issuing Office and with the TPA’s staff.

a. Provide the resume for this individual including his/her qualifications, any licenses, experience, and number of years with your company, and current primary work location.  
b. Describe the duties and responsibilities that this person will have.  
c. Provide the number of current client relationships he/she is responsible for, number of plan participants, and length of the relationships.
d. Describe the percentage of time this individual will expect to dedicate to the implementation of the DC Plan as described in Act 5 during the first year, and each year of the contract thereafter should there be additional projects/services implemented.

45. Please describe the team members who will provide service to the Issuing Office relationship during the transition and on-going. For each such identified individual, please provide a biography, experience working with governmental defined contribution plans, the number of clients serviced, and the amount of time allocated to the Issuing Office relationship.  

Please also briefly describe the process by which these team members interrelate, communicate and coordinate their respective functions. For team members who will service multiple clients, please describe how the company ensures that all client work is transacted each day and that all client needs have been met.

a. Relationship Manager
b. Plan Manager
c. Field Service Representative(s)
d. Additional Resources 

46. The Issuing Office expects to work closely with the assigned team of individuals throughout the implementation and during the contract period.  Please describe why the team you have assembled is the best suited to work with the Issuing Office, employers and participants. 

47. Please discuss the compensation and incentive strategy for the individuals assigned to the Issuing Office. Indicate whether any of your employees who will work on the DC Plan receives incentive compensation (such as commissions, bonuses or other increased compensation).  For each type of employee, indicate the basis under which this incentive compensation is paid.

48. The TPA may be asked to provide an individual who will work onsite at the Issuing Office’s headquarters during the implementation period and for up to 60 days following the Operational Date. This position will be responsible for acting as a liaison between the Issuing Office and the TPA, facilitating meetings, attending onsite work sessions and working with the Transition Manager to ensure a smooth implementation. If elected, please describe how you anticipate this person will work with the Issuing Office staff during this period.

C. [bookmark: TrainingandContinuingEducation]TPA Staff Training and Continuing Education

49. How will your customer service center representatives be trained on the implementation of the DC Plan described in Act 5 and to respond quickly and efficiently to the questions that existing members and new hires will ask?  Please describe this training.   
50. As described in the Scope of Services, the Issuing Office expects customer service representatives to be cross-trained to provide high-level information on the defined benefit portion of the participant’s benefits accrued under the System.  Please describe this training as well as how you would plan to provide a warm transfer to the Issuing Office’s call center staff for questions on the DB benefit.

51. What is your company’s policy for initial and ongoing training and licensing of client service and call-center personnel? Include a description of your required licensing and education program.

52. Does your company have a continuous education program in place for your client service personnel to stay current with changes in the law both at the federal and state level, changes in regulations, changes in technology or changes in investments? Please describe.

D. [bookmark: RecordkeepingOperations]Operations and System Capabilities 

53. Provide a technical reference model of the system you use in recordkeeping and to administer defined contribution plans. Related to the technical reference model, how many years have you been using the system and how often are these systems upgraded?  What was the date of the last major upgrade?  What was the upgrade, and did it disrupt client services at any point?  If so, how and what was learned to prevent a similar issue from occurring in the future?

54. Describe how your hardware and software environments are kept in compliance with laws, regulations, industry best practices, and new technologies.

55. If applicable, will your system allow data transmissions for participant defined benefit information to be incorporated into an annual statement?

56. Describe your change control process for implementing system enhancements.

57. Describe the operational, administrative and workflow documentation that will be developed in support of the operation of the DC Plan. 

58. Describe all controls taken to ensure the timeliness of recordkeeping; that each participant’s account complies with all provisions of the Issuing Office and government regulations; and that to the degree required, all forms and authorizations are complete and on file. Describe the valuation methods used by your system.

59. Describe the method of maintaining plan sponsor and participant history and records on the system and ensuring the integrity of the data. How do you propose to store and retrieve these records (e.g. by hard copy, electronic media)? 

60. Do you provide participants with the option to receive vendor communications (statements, confirmations, communications, etc.) either by mail or online? If yes, can each participant make the selection? Can a participant receive information via text? If not, do you see this as an option in the future? 

61. Please confirm that your company will work with the Issuing Office, employers and payroll providers to develop the needed file feeds prior to the implementation and continue making improvements as needed during the remaining contract term. 

62. The Issuing Office desires to make the experience for hybrid members and DC participants as integrated and seamless as possible.  Please confirm that your company will work with the Issuing Office to determine and implement the best methods for sharing key data (address and other demographic changes) and/or notifications (notice of death, pending divorce, etc.) between systems to reduce the need for hybrid members to make changes in both systems, and eliminate duplication of services relevant to each system (automated death matches, addresses verifications, etc.). 

63. Each participating employer (public schools who participate in the DC Plan and the System) will interface directly with the selected TPA to upload participant data files and will also directly remit participant contributions and employer contributions to the TPA using the TPA’s preferred financial services/banking provider. Describe how the TPA will receive contribution payments from the employer.

a. Describe your typical process for cash and data flow.  What are your typical frequencies of data file submissions and contribution remittances for participants and employers?
b. What hardware, systems, formats are presently in place for electronic receipt and upload of information from clients? Describe how you propose data would be transmitted to and from the Issuing Office.   Describe how the TPA will receive contribution payments from the employer.
c. What is your process for rejected ACH transactions.
d. What types of validation checks do you have in place for uploaded employer contribution files?  
e. Please describe the reconciliation process.  Would you work directly with the employers or through the Issuing Office to resolve discrepancies? Will you be able to ensure that you received the correct contributions for each participant if provided eligible compensation data? 
f. How will you plan to notify the Issuing Office of employers who have not remitted contributions or data on a timely basis. 
g. How will delinquent employers be tracked?
h. Do you have any collection and reporting processes in place for delinquencies?

64. Explain how errors are handled through your recordkeeping system, including data transmission errors, for:

a. Enrollment
b. Contributions
c. Withdrawals/Distributions (both over and under-payments)
d. Transfers
e. Rollovers
f. Allocation of earnings
g. Tax reporting

65. What is your process for reconciling stale-dated checks?

66. Describe your experience in handling part-time employees who become eligible for the DC Plan and must be entered as of a retroactive date.   How would you work with the Issuing Office to identify these participants and ensure they receive the appropriate allocations?

67. Describe your recordkeeping capabilities for after-tax contributions. What is your experience in processing changes in the amount of after-tax contributions?  What is the typical frequency? 

68. Please describe your ability to track vesting for each participant Generally, a participant vests after obtaining three eligibility points.  Please note, each eligibility point is earned the first day money enters the DC Plan in a school year (July 1 – June 30). 

69. Describe your ability to track participants receiving distributions (a participant who has commenced receiving distributions from the participant’s individual investment account, but who has not received a total distribution of the vested interest in the individual investment account).

70. Describe your recordkeeping capabilities with regard to a forfeiture account for each participating employer where a forfeiture arises if a participant does not obtain the three eligibility points required to vest in employer mandatory contributions. 

71. As described in this RFP, new employees will be automatically defaulted into Class T-G and will have 90 days from notice of eligibility to elect either Class T-H or Class DC.  If a participant makes an election to move to another class, employee contribution rates and employer contribution rates will need to be adjusted such that the participant’s contributions are accurate, retroactively to the first day of hire.  Please describe your experience working with other systems that have an election period.  Please explain how you intend to work with the Issuing Office and employers to make any adjustments.  Note that there is not a requirement to adjust contributions for earnings as part of this process. 

72. Please confirm that the company has the ability to and is willing to prepare and mail Forms 1099-R and transmit to the IRS. Describe your ability to send 1099-Rs to all participants electronically. Electronically transmitted SSNs are protected information. Please indicate what safeguards are in place to ensure this information is not able to be accessed by unauthorized users.

III. Issuing Office’s Expectations

A. [bookmark: StandardReporting]Standard Reporting

73. Confirm you are able to accommodate the reports requested by the Issuing Office as outlined in Appendix M. 	

74. To what extent can these proposed reports be customized?  Confirm your ability to provide ad-hoc reporting and describe the limitations, if any, of what the Issuing Office can request. What is the process for developing customized report formats and delivery mechanisms customized to client requests?

75. What are the timelines for generating and delivering reports by hard copy? By electronic delivery? Include your organization’s average response time for a client to receive standard reports and special reports.

76. Describe the reports that the Issuing Office will receive relating to call volumes, response times, abandoned calls, number of transactions, etc. 

B. [bookmark: AdministrativeSupport]Administrative and Compliance Support

77. Describe how the company handles audit documentation with regard to paperless processing.

78. Indicate what legal support you provide internally to administer the DC Plan in compliance with applicable laws and regulations. Indicate how you will review and inform the Issuing Office of changes in the law and current legislation potentially affecting the DC Plan.

79. During legislative sessions, there may be requests for the financial and administrative impacts of proposed plan modifications that are being considered by the legislature. Describe your experience in working with public sector clients in addressing legislative requests for information during session and your ability to meet the immediate timeframes that usually accompany these requests.

80. Please confirm your ability to have a member of the team available for the appeals processes described in the Appendix J - Scope of Services?

81. Can you work with the Issuing Office to provide an ERISA Section 404(a)(5)-type fee disclosure to ensure the transparency of fees for participants? 

82. Describe in detail how your company will test the DC Plan for compliance with IRC Section 415(c) and IRC Section 401(a)(17), including when testing will occur, how testing results will be reported to the Issuing Office, and what procedures will be used to correct non-compliance. 

83. Describe in detail how your company will administer the DC Plan in compliance with IRC Section 401(a)(9)

84. How do you keep plan sponsors informed and updated on regulatory and legislative changes affecting 401(a) plans?

85. What fiduciary responsibility does your company assume?

86. Describe in detail how you process direct rollovers from the DC Plan and the procedures used to process direct rollovers into the DC Plan, including what safeguards are applied to be comfortable that the amount being rolled over is permitted under the IRC and constitutes an eligible rollover distribution.

87. Describe how you monitor and communicate the age 70 ½ Required Minimum Distribution (RMD) requirements? Does your RMD process include automatic distribution of the minimum required amount if participants do not respond to your notifications, or do you require action by the Issuing Office?

C. [bookmark: OnlineRecordkeeping]Online Systems

88. Describe the account services and transaction capabilities available through your participant website.

89. Explain how internet passwords and usernames are assigned.  

90. How is an online transaction or change in account made by a participant confirmed?

91. What are routine maintenance periods for your website? Provide statistics for the last twelve (12) months on down time other than routine system maintenance.

92. Describe the organization responsible for maintaining and supporting your online systems. Are these functions performed in-house, or are they sub-contracted?

93. What is your typical release schedule for application upgrades, and how are changes communicated to clients? How are enhancement requests made by clients?

94. What access is provided to the Issuing Office via the website, i.e. transactional or informational services?  Does the Issuing Office have the ability to run ad hoc reports via this website? What access is available to participating employers? Describe any transactional capabilities for employers via the website.

95. What are your customer support capacities to respond to and troubleshoot participant technical difficulties? 

96. Are there any improvements to your Internet/web capabilities expected to occur in the next three years? If so, please describe.  

D. [bookmark: CustomerService]Customer Service and Issue Resolution

97. Does your company conduct client specific surveys to measure satisfaction with its administrative services? If so, how frequently do these occur? Please provide the results of your most recently completed client survey.

98. How does your company plan to measure and evaluate the satisfaction of participants, employers and the Issuing Office? How does your company intend to report the results of such measurement to the Issuing Office? 

99. Describe in detail the quality control system and quality improvement system you have in place.  

E. [bookmark: ThoughtLeadership]Thought Leadership and Innovation

100. What differentiates you from your competitors? Identify any leading-edge products or services available from your company that would not be available from other firms. 

101. Identify plans for developing additional products or services over the next three years.

102. How do you incorporate the thoughts/perspectives of clients as you are developing new technologies?  Do you survey clients or offer advisory councils?

IV. Participant Expectations 

A. [bookmark: MicroSite]Micro-site/Website

103. Describe the vision behind your web design as well as the attributes of the site that may be customized for the program, such as layout, colors, images, and materials. Please note that the Issuing Office expects the website to be fully branded to the DC Plan and flexible enough to be updated regularly. Confirm your ability to accommodate.  How do you envision the relationship (navigations, functions, etc.) between the Issuing Office’s website and your website?  

104. What communication and investment materials are offered on the participant micro-site? Will these differ from materials available once a participant logs into his/her account? What will be the differences of the micro-site between the implementation and ongoing phases?

105. Describe any other tools and services available to participants through your micro-site such as calculators and financial modeling tools. 

106. Can you work with the Issuing Office to produce instructional and educational videos that can be posted on the micro-site or on the Issuing Office’s website?  Please describe your role in developing the material and executing the video? 

107. Describe how your website supports online enrollment. Identify and provide access to sample enrollment instructions prior to any log-in to the system or provide access that you propose to give to a new employee desiring to enroll online for the first time. If new participant data cannot be provided in advance of enrollment, describe your solution to allowing online participant enrollment without delay.

108. Describe any other materials or technology you have available (smart phone apps, videos, etc.) that can be provided to engage and assist participants in enrolling in the plan and understanding their benefits. 
 
B. [bookmark: ParticipantStatement]Participant Statements 

109. Attach a copy of the quarterly statement you intend to prepare for the Issuing Office.

110. What statement content may be selected or de-selected by the Issuing Office? Describe your capabilities to incorporate retirement income projections on the quarterly participant statement. Please outline any additional abilities to customize.

111. How do you prefer to coordinate returned mail (including statements and checks)? What steps would you recommend to ensure customer addresses are kept up–to-date?  Explain.

112. Describe your process and procedures, include the specific data or documents maintained, in tracking statements, notices, and any other mailings sent to participants.

C. [bookmark: CustomerCallService]Customer Call Center and Voice Response Unit

113. Identify in detail your call center standards.

114. Provide statistics related to actual performance for the last three calendar years:

a. Number of calls received
b. Percentage of calls answered
c. Average length of calls
d. Average response time
e. Percentage of calls requiring follow-up
f. Call abort rate

115. Where is your customer call center located? Will your recordkeeping and administrative services also be processed at this location? If not, where will these services be provided?

116. How many customer service representatives does your company currently employ? How many do you anticipate will be taking calls from members/participants? Does the company anticipate establishing a separate call center queue?

117. How do you serve non-English speaking participants?  How do you serve hearing impaired participants?

118. What licenses or certifications are the customer service representatives required to have?

119. What days/hours will customer service representatives be available?

120. How many calls is your telephone system equipped to handle simultaneously? 

121. Describe your customer service staffing plan to deal with peak volume, e.g. after the issuance of participant statements. 

122. Describe the types of transactions your operators are permitted to accept from participants. Do operators have direct access to the recordkeeping system? If a participant exits your voice response system with a problem, can operators monitor the progress of the attempted transaction? 

123. What security procedures do you use at your customer service center to authorize transactions that the participant makes over the phone?

124. Do you monitor and record participant phone calls? Describe the oversight and monitoring activities your company conducts to ensure that the service provided by your representatives meets quality standards.  Are you willing to periodically provide sample calls for review by the Issuing Office?

125. Will representatives at the customer service center be able to offer additional support to participants such as answering questions regarding investment options and contributing toward retirement goals? 

126. Describe how participant questions that could not be answered at the customer service center will be handled or directed.

127. Will participants have access to a Voice Response System (VRS) that will allow them automated access to their account information and ability to make changes?

128. What security procedures do you use to authorize transactions the participant makes using the VRS?

129. Will you provide customization for the VRS? Is yes, briefly describe the level of customization available. 

V. Participant and Employer Education: Custom Communication and Education Capabilities and Onsite Representatives 

A. [bookmark: CommunicationandEducation]Participant Communication and Education 

130. Briefly describe your background and experience in providing communication and education programs.

131. Fully describe your proposal for developing a customized communication and education campaign encompassing both the defined benefit accrual and the account balance elements as needed for Class T-G and Class T-H that will result in effective and professional investment and plan education for participants.  Please describe how you plan to reach participants via various mediums (web, email, print, video, etc.).

132. Please describe how you would plan to develop communications to explain the different class options and providing guidance on making an appropriate selection based on each school employee’s unique participant’s unique needs within 90 days of notice of eligibility. Please provide sample materials as part of your response.

133. Please describe you experience using live and recorded webinars and short videos to communicate/educate participants about their benefits. 

134. Based on the information provided in the Request for Proposal, how many individuals would you propose should conduct one-on-one and group meetings.  Describe the levels of experience, education, and any licenses or certifications they will have. Will these individuals be 100% devoted to the Issuing Office? Do you plan to leverage existing representatives within the firm or to hire representatives?  If you are planning to hire, please provide an overview of the time requirements for the hiring and training process.  Please note, you will be asked to price the cost of each representative separately from the cost of your recordkeeping and administrative services in the cost proposal.  Also, please describe how you will coordinate these efforts with the Issuing Office.

a. How frequently do you plan to provide access to group and one-on-one meetings to members/participants at their places of employment throughout the Commonwealth? 

b. How will field staff be deployed across the Commonwealth? How would the company expect to work with employers to schedule and conduct meetings?  Please note that the TPA can utilize the Issuing Office’s seven existing regional offices to host and conduct meetings for participants.  

c. What type of approach would you take to providing group and one-on-one meetings in the schools to accommodate public school employees’ schedules? Can you provide onsite education to accommodate those employees who work evening and night shifts?  

d. Describe a typical one-on-one consultation that offered to a participant. How would your representatives respond to questions regarding the investment options, what information would be provided, and what approach would the representative take toward making suggestions or providing guidance? Describe how your representatives will ensure that inquiries are appropriately directed to another party if needed. 

e. What types of meeting topics are available for participants?  Please refer to Appendix J - Scope of Services, Section III. Communication and Education for additional details regarding the Issuing Office’s expectations.

f. Do you have the ability to offer an online scheduling tool to enable participants to sign up for one-on-one meetings or group education sessions? 

g. Please confirm that your company and its representatives will not engage in cross-selling of products and services.

135. Do you provide the following elements as part of a standard communication and financial education program? 

a. Interactive Calculators. Calculators that participants can use for tasks such as: determining shortfalls in retirement savings, determining how long savings will last in retirement, planning for college, estimating net worth, budgeting to save.

i. What types of information do your calculators take into account?
ii. Do you have the capability to import and incorporate data from the DB benefit into your calculators?
iii. What types of predictive functions do your calculators provide?
iv. Do your calculators allow participants to compare multiple scenarios   taking into account factors such as different retirement ages, salaries, contributions to savings, and changing expenses?    
v. What types of interactive tutorials are provided to assist participants in using the calculators to test different scenarios and understand the impact of each?

b. Mass Distribution of Educational Material and Targeted Mailings. 

i. Describe your ability to provide targeted communications developed using data mining that provide pertinent and actionable messaging at various stages of the participant’s employment lifecycle.

136. What criteria are used to evaluate the effectiveness or success of a particular education or plan marketing campaign?

137. Do you create all of your communication and education material in-house, through third parties, or a combination? 

138. Who would be the primary contact regarding marketing and how would this person work with the Issuing Office to ensure the appropriate messaging is communicated to participants? 

139. Describe how you intend to ensure that the Issuing Office is actively involved in the development of the initial communications and future materials. Describe how you would propose to incorporate the Issuing Office’s input without delaying the development and production of materials and what turnaround and similar requirements you would impose. 

140. Please confirm that you will be able to work with the Issuing Office to conduct joint new member meeting and/or exit/retirement meetings.  

B. Employer Education

141. Please describe your plan to work with the Issuing Office to develop communications, tools and other resources that can be provided to employers to assist in their understanding of the plan and responsibilities.  Please describe your experience working with other clients with multiple employers. 

142. Please provide an overview of your ability to participate in periodic webinars or conference calls to provide employers with training on the systems and remittance processes. Please share any experience you have working with other clients to train employers on your systems. 

VI. Investment Services

A. [bookmark: InvestmentFlexibility]Investment Flexibility 

143. Describe your company’s experience in coordinating on a daily basis with a variety of investment companies and investment products (mutual funds, collective investment trusts, separate accounts). Indicate whether there are any investment companies with which your company cannot work.

144. Can you perform recordkeeping for fixed annuity (general account) products or stable value (separate account) products managed by other companies? Please provide a listing of the investments that could be offered on your platform and explain any limitations/restrictions. 

145. Please describe the process to replace one or more funds in the investment line-up during the contract period. Identify the notice period your firm would need to replace a fund and any associated fees.  

146. Provide recommendations for participant communications and a strategy to reduce participant concerns or complaints during fund changes. Will your company send letters to participants?

B. Annuity Payout Option

147. Act 5 requires that the DC Plan offer an annuity payout option for participants to purchase upon retirement.  Please propose your plan to offer an annuity payout option or to partner with another firm to offer an annuity payout option.  Ideally, this product will provide for an interest rate of at least 2.50% to the extent commercially available. 

Provide the following product details:

a. Please specify the product or products that you are proposing to the Issuing Office. 

b. Please describe the history of this product, including how long it has been offered to institutional clients.

c. If you are proposing to contract with another firm to provide this annuity option, please indicate how you plan to interface with the firm and assist participants with the purchasing of an annuity. 

d. Please provide a sample contract for the Issuing Office to review.

e. Will you provide a web-based annuity benefit calculator so that participants can model different scenarios? 

f. What is the lowest amount that a participant can elect to annuitize through the product?

g. Please provide ratings from all major ratings agencies.

h. For the annuity option you are proposing please provide the actual and guaranteed purchase rates per $1,000 for the following payment options on December 31, 2015, 2016, and 2017. Provide purchase rates for a participant age 55, 57, 60, 62, and 65.  For joint and survivor payment options assume that the spouse is the same age. Unisex rates are required.

i. Life only
ii. Life and 10 years certain
iii. 50 percent joint and survivor
iv. 100 percent joint and survivor

i. Please provide detail on any fees associated with the annuity product. It is anticipated that few if any explicit fees will be charged, and that the annuity sales will provide the revenues to the selected annuity provider.  If there any additional fees, please describe them in complete detail.

j. For the annuity purchase rates listed above, list the commissions, if any, your firm receives. Note that your firm must fully disclose all commissions paid for annuities purchased under the plan.

148. Please provide your ability to partner with an annuity provider that is selected by the Issuing Office in a process outside of this Request for Proposal.  Please describe in detail any restrictions or limitations in coordinating with another firm to offer an annuity payout option? 
 
149. Please describe your ability to accommodate an adjustment to the annuity payout provider should the Issuing Office elect to replace the selected provider during the contract term. 

C. Alternative Investment Products/Structures

It is the intent of the Issuing Office to consider the benefits of offering participants alternative investment structures or products once the DC Plan reaches adequate scale. Please answer the following questions assuming the Issuing Office moves forward in this direction prior to the completion of the contract.   

150. Do you have recordkeeping experience for a custom unitized version of a pension plan?  If so, please define the process, including data needs and administrative logistics.

151. Provide your recordkeeping experience for custom target date portfolios. For how many clients have you designed them? Who is the team that works with clients to design them?  How does the team interface with the team that manages the off-the-shelf offering, if you have one?

152. Describe your ability to accommodate customized, static-allocation, “white label portfolios” maintained at and rebalanced to target allocation weights.  Include your ability to rebalance at specific intervals.   

D. [bookmark: CustodialCoordination]Third-Party Financial Institution Services

153. The Issuing Office intends to contract with a third-party financial institution to provide trade / settlement processing, custody, daily valuation, performance reporting related to the assets and transactions associated with the DC Plan. Please provide an overview of your preferred third-party financial institution and outline your experience in coordinating your recordkeeping and administrative services with a third-party financial institution holding the plan assets.

154. What agreements or other arrangements will be necessary with the third-party financial institution or the Issuing Office to provide necessary coordination between your recordkeeping and administrative services and the services of the financial services organization?  Please provide a sample contract that could be used to contract with your preferred third-party financial institution.

155. How long have you had a relationship with your preferred third-party financial institution?  When does this relationship/contract end with your third-party financial institution?

156. Have standard payment authorization interfaces been built for specific your preferred third-party financial institution? What processes do you have in place to provide distribution payment check-cutting services for monthly retirement payments?

157. Do you anticipate that the third-party financial institution will process individual federal and state tax withholding?  If not, how will that be handled?

158. Do you anticipate that the third-party financial institution will provide information to participants regarding options on distributions?  If not, how will that be handled?

159. How do you anticipate updating participants’ accounts on your recordkeeping system? Please explain your daily updating process. 
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