Education 

403(b)

Request for Proposal

Table of Contents

1Organization and History


2Client Service / Quality Assurance


3Recordkeeping


Systems Capabilities and Hardware
4

5Regulatory Services


6Reporting


7Voice Response System (VRS), Internet Access and Call Center


7Voice Response System


7Internet Access


8Call Center


9Communication and Education


10Investments


11Trustee Services


12Expenses





Organization and History

1.
Please provide the name(s), title(s), address(es), e-mail address(es), telephone and fax number(s) of the individual(s) responsible for responding to this request.

2.
Provide a brief overview and history of your organization including your retirement plan operations.  Please describe any parent/subsidiary/affiliate relationships.

3.
Please provide information regarding your company’s financial strength and stability.
4.
Please indicate your company’s assets under management as of the last calendar quarter end.  Indicate the total value of assets and total number of participants in all defined contribution plans for which you provide recordkeeping services.

5.
Describe your experience in the 403(b) and 457 Education markets.  How many 403(b) and 457 plans do you currently service?  How many participants and assets does this represent?
6.
Please provide 3 references of current clients who have similar plan demographics (i.e., size and plan design).  Please provide client name, contact name, address, phone number, services provided, and year they became a client.

7.
Describe any past or pending litigation, within the last 5 years, relating to the services being proposed.
Client Service / Quality Assurance

1.
Please describe the team that would work directly with us during and after the transition.  Do you provide one primary contact for the daily administrative needs of this plan?

2.
What type of training is provided for new employees before they work on client plans?
3.
How many of your employees work on defined contribution plans?

4.
Describe your organization’s commitment to quality.
5.
Describe your philosophy/approach to client services.  Explain your process for monitoring client satisfaction.

6.
Describe your service/response time standards.

Recordkeeping

1.
Do you provide daily valuation?

2.
What methods of data transmission are available?

3.
Describe how you process contributions.

4.
Describe, including timing, how you process withdrawals. (i.e., in-service and hardship withdrawals).

5.
Describe how you process transfers/exchanges (including frequency/limitations).  Are confirmations sent? 

6.
Describe in detail how your system handles Federal and State tax reporting (i.e., Form 1099R, W-2 for 457 plans).

7.
Describe in detail how you administer Qualified Domestic Relations Orders (QDROs).
8.
Describe in detail your loan capabilities.

9.
How do you handle delinquent and/or defaulted loans?

10.
Describe your company’s capabilities for making Roth 403(b) services available to participants.  

Systems Capabilities and Hardware

1.
Describe the hardware platform and software system you use to maintain records and administer defined contribution plans.

2.
Was the software developed internally, leased, or bought from another provider?  Who has the ultimate responsibility/authority to make sure the software remains current regarding laws, regulations, client needs, etc.?

3.
How often is the system upgraded?

4.
Describe your documented disaster recovery plan.  How often do you test your recovery system?

5.
Describe your maintenance and backup procedures including daily backups, retention timetable and off-site backup storage approach.  Where are your off-site backup facilities located?

6.
Describe the method of maintaining Plan Sponsor and participant history on the system.

7.
Describe the valuation methods offered by your system.

8.
Does an independent accounting firm audit the internal controls of your recordkeeping system on an annual or more frequent basis?
Regulatory Services

1.
Please describe your capabilities for the following: 

· IRC section 415(c) annual contribution limit

· IRC section 402(g) elective deferral limit

· Catch-up contribution limits under IRC sections 402(g), 414(v) and 457 (b)(3)

2.
Do you provide a specimen plan document?

3.
How do you keep Plan Sponsors informed of any regulatory and legislative changes?

4.
How will you ensure that our plan remains compliant?

5.
How do you ensure your recordkeeping system is in compliance with all regulations?

Reporting

1.
Describe the standard reporting package that you would provide us, as well as the medium/media used (provide samples).

2.
Describe your standard participant-level statements and documents (provide samples).

3.
What is the standard timeframe for providing each report after the reporting period ends?

Voice Response System (VRS), Internet Access and Call Center

Voice Response System

1.
Describe the services available through your voice response system (VRS).

2.
How are transactions processed?  How are transactions documented?  Are confirmations sent?

3.
Describe how data is secured within the system (i.e., PIN, audit trail, confirmations).

4.
What are the standard hours of operation?

5.
What type of information is available for participants to access through the VRS. 

6.
Can a participant elect to transfer from the VRS to a service representative?  When and what services are available?

7.
How often is the data on the VRS updated?  

Internet Access

1.
Describe the account services and transaction capabilities available through your participant website.

2.
How are website transactions processed and documented?

3.
Describe how data is secured within the system (i.e., PIN, audit trail, confirmations).

4.
What are the standard hours of account access and transaction availability?

5.
How often is the data on the website updated? 

Call Center

1.
Please identify your toll-free service center standards.  Please include, for each of the last three calendar quarters, statistics related to actual performance.

· Number of calls

· Average length of calls

· Average response time

· Call abort rate

· Percentage of incoming calls totally handled via VRS versus toll-free live service center representative assistance 

· Percentage of service requests handled via website versus call center and VRS

2.
What training is provided to toll-free service center representatives before they are allowed to handle incoming calls?

3.
Do you monitor and/or tape toll-free calls?

4.
Do you have procedures for calls that have service issues?

5.
What information is available to toll-free service representatives to allow them to effectively answer participant questions?

Communication and Education

1.
Briefly describe your background and experience in providing communication and education programs.

2.
Identify the key elements provided as part of a standard communication and education program package.
3. Describe separately your programs for initial and ongoing communication and education (including printed material, visits, training, etc.).  If the program is tailored to a specific Plan Sponsor need, identify the critical issues to be determined in designing such a program.

4.
Do you create all of your communication and education material in-house or through third parties?

5.
 Describe any electronic education tools you provide, both software-based and web-based.

6.
Describe education tools or programs designed to support IRA rollovers and/or retirement distributions.
· Provide samples of initial enrollment and ongoing communication and education materials.

Investments

1.
Discuss your organization’s ability to provide investment vehicles for defined contribution plans.  Be sure to disclose if you are providing these vehicles in-house or through external managers.

2.
Please identify the number and types of investment vehicles you would make available to us.

3.
For each investment vehicle identified above, provide:

· the inception date,

· the name of the investment/portfolio manager,

· a biography of the manager,

· the investment vehicle objective, 

· the investment philosophy,

· the expense structure (including any loads, load waivers, management fees, other expenses, 12b-1 fees, fee subsidies, etc.),

· the comparative index(ices) used by the manager
4.
Describe your withdrawal provisions (including restrictions on transfers).

5.
For each investment vehicle, provide the annualized return for the 1, 3, 5 and 10 year (or since inception) periods ending on the last calendar quarter. 

6.
For the fixed account, describe the current and minimum interest rate guarantees, how interest is credited, and the frequency of rate changes.  Furthermore, provide the make-up of the underlying portfolio including asset type, grade and percentage breakdown.

7.
Does your organization offer a self-directed brokerage window as a potential investment option?  Please fully describe the service and fees associated with the administration of the brokerage accounts.

8.
If you have any additional information you would like to provide on the investment vehicles identified above, please do so as an appendix to your responses.

Trustee Services

1.
Do you provide trustee services?  If so, what is the name of the trust company?
2.
Will you allow us to self-trustee the plan?
Expenses

1. Identify any fees and/or charges associated with this product that would be assessed to a participant. 
2. For how long will you guarantee specific fees and charges?

3. Are there additional charges made at the time of Sponsor-initiated plan changes or legislated/regulated changes?
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