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 COMPANY QUESTIONNAIRE
  Company Background and Experience

All RFP questions should be answered clearly and completely. Please respond based on EXISTING functionality. However if there are plans for upgrades, please include prospective functionality where applicable. 
1. Please provide a brief overview of your company and history of your organization including an 
   
    organizational chart.  Please describe any parent/subsidiary/affiliate relationships.


2. The Offeror must have a positive net worth as of the date of its proposal and shall agree to 
 
maintain a positive net worth for the duration of any contract entered into with PERA. Please 
 
disclose your company’s financial condition by enclosing, as an attachment, your company’s 
 
financial report audited by an independent CPA firm. If you wish this item be treated as 
 
confidential, please refer to Part V(B)(4) of the RFP. 


3. What percentage of your firm’s revenue is derived from providing administrative and record 
 
keeping services?

4. Please detail any major improvements/enhancements your company has made to defined contribution administrative and record keeping services over the past three years? What enhancements do you have planned for the next three years, if any? 
5. Indicate how many years your company has been active in the 457 defined contribution business.  

6. Provide the following information:

a. Indicate how many defined contribution plans for which you currently provide services substantially similar to or included in the Scope of Services let forth in this RFP, along with the total value of assets and total number of participants, in the following categories:

	Number

Of Plans
	Number of Participants
	Daily Valuation
	         Other Valuations
(Monthly/Quarterly)

	
	Under 1000
	
	

	
	1,000 – 9,999
	
	

	
	10,000 – 19,999
	
	

	
	20,000 – 49,999
	
	

	
	50,000 or more
	
	


b. Indicate how many 457 deferred compensation plans for which you currently provide services substantially similar to or included in the Scope of Services let forth in this RFP, along with the total value of assets and total number of participants, in the following categories:
	Number

Of Plans
	Number of Participants
	Daily Valuation
	        Other Valuations
(Monthly/Quarterly)

	
	Under 1000
	
	

	
	1,000 – 9,999
	
	

	
	10,000 – 19,999
	
	

	
	20,000 – 49,999
	
	

	
	50,000 or more
	
	


7. Does your company currently provide services substantially similar to or included in the Scope of Services let forth in this RFP or other retirement plans to state or local government entities in New Mexico? If so, will any individuals of the proposed team provide services for all plans that are represented by your company? 
8. From the date of this RFP, please indicate the number of public defined contribution plans have you gained and lost in the last: 

a. 1 year
b. 3 years
c. 5 years
d. 10 years

9. Please explain the circumstances surrounding public defined contribution plan clients lost in the past 3 years, to the date of this RFP, and describe any service model changes made as a result of lost clients.

  Team Information 
10. Is the organization willing to provide dedicated resources to our account? If so, please describe the nature and characteristics of those resources.
  
11.    Please provide the following information for those individuals who would be responsible for 
          servicing the PERA SmartSave Plan for the term of the contract. Include all relevant functions and  
          areas ie: administrative services, call center, outreach, marketing/communication, conversion, etc.  
          For each, please provide the following information:
a. Name, title, role, required certification or licensing
b. Work location

c. Total years with company

d. Total industry years and brief BIO

e. Current client assignments; please indicate number of plans served

f. Additional, pertinent information 

12. What standard professional qualifications and/or licensing do you require for personnel who provide services substantially similar to or included in the Scope of Services let forth in this RFP?  

13. What is your policy for initial training and licensing of your team? Include a description of your licensing program, continuing education program for all relevant team members to stay current of program changes, changes in the law, investments, etc. 


14. Does your firm have a written code of conduct and standards for professional behavior? If so, how are they monitored or enforced?

Administrative Services and Record Keeping

15. Please confirm your company’s ability to administer the PERA SmartSave Plan according to the existing Plan Document and Administrative Manual included in Appendix H of this RFP.  
16. Describe the custodian/trustee services you propose.  Does your organization have a single

 
custody/trust relationship?  If so, what is the name of your trust company and the total number of years that they have been in operation?  
17. Will the PERA SmartSave Plan be required to execute a custodial/trust agreement with your custodial trustee or will the custodial trustee services be part of the contract?
Questions 18-39 are about general defined contribution participant account processing. Please indicate any paperless capabilities and convenient, secure methods for transmitting confidential documents, ie: secure email address or portal for participants to send forms. 


18. The PERA SmartSave Plan has local and state government employers that participate in the Plan. Local governments process their own respective payrolls while one entity processes one large payroll on behalf of hundreds of state agencies. Describe your back end, step by step process for establishing accounts for new participants, ie: receiving the initial enrollment form, processing contributions, reconciliation process with employers, beneficiary designation, and communication to the new participant.


19. Describe your process for correcting payroll data and performing edits on incomplete or missing data.


20. Describe your back end, step by step processes for:

a.   Accrual deferral contributions

b.   Age 50 Catch Up and Special Catch Up contributions and eligibility

c.   USERRA related contributions
21. What methods are available for participants to initiate deferral changes and portfolio changes?


22. Describe your back end, step by step processes when participants initiate the following: 

a.   deferral changes

b.   investment allocation changes
c.   Investment exchanges
23. Describe your capabilities, time frames and processes for monitoring maximum deferral limits.


24. Describe your back end, step by step processes/requirements for employer change requests/notifications.


25. Describe your back end, step by step processes for the following types of distributions: 

a.   Regular distributions due to separation from service for all types of distribution
 options

b.   Required Minimum Distributions

c.   Distributions due to participant death and beneficiary distributions

d.   Alternate payee distributions

e.   Diminimus withdrawals

f.   Permissible service credit purchases
26.  Describe how your system processes:
a.   rollovers to/from another plan

b.   plan-to-plan transfers


27. Describe your back end, step by step processes for evaluating and issuing an Unforeseeable Emergency distribution.


28. Describe your back end, step by step processes for issuing general purpose and residential loans. Please include system and recordkeeping details on: 

a.   Loan eligibility

b.   Loan repayment

c.   Loan default, delinquencies and associated fees

d.   How all associated fees are charged 

e.   flexibility in your loan repayment processing (ie: additional payments, missed payments).
29. Describe your back end, step by step processes for administering Qualified Domestic Relations Orders.


30. Do any of your clients require a notary public certification for distribution requests? If no, how does your company guard against fraud for completed, signed distribution requests that arrive by US mail? Would the PERA SmartSave Plan be able to implement this requirement to the distribution process? Please include any administrative challenges you foresee with this type of fee structure, if any. 
31. The current annual TPA fee structure for the PERA SmartSave Plan is a hybrid of a flat rate + 0.135% of assets with a cap of $104; please confirm your company’s ability to administer this type of fee structure. 


32. If we continue the hybrid fee structure, what is your administrative process for this type of fee structure? How and when in the quarter will the fee be applied to participant accounts? When in the quarter would a reconciliation report be provided to PERA? 


33. The PERA SmartSave Plan currently allows participants to select distributions solely from specific funds, if they wish. Is your company able to administer this functionality?

34. For participants with an account balance less than $5,000 and no contributions in 24 months, participants may make an in-service withdrawal provided they have never taken this type of payment before. Is your system able to administer this provision?

35. Retired public safety officer participants may request a distribution of up to $3,000 annually to pay for health insurance or qualified long-term care premiums. Is your system able to administer this provision?

36. Describe your capabilities, procedures, and methodology for processing a system of automatic increases.

37. Describe how your system processes fund transfers including whether participants receive confirmations.

38. Describe your recordkeeping system. Include information on all elements including the Voice Response Unit (VRU), internet and reporting systems. Please explain how they link to the recordkeeping system.

39. Describe your process for searching for missing participants and participants who have not cashed their distribution payment checks.

40. Describe your process for maintaining separate accounts for non-participant alternate payees. ie: related to QDROs and/or death beneficiaries, etc. 

41. What procedures do you have in place to assure plan administration integrity, transactional integrity, and accuracy including participant account data?

42. How do you address violations for any of the testing covered in question 41?
 
43. Describe your system’s maximum limits with regards to the following:

a. investment funds

b. money types

c. transfers

d. other

44. Describe your methodology for enforcing any equity wash and/or participant/aggregate level transfer restrictions. Indicate whether restrictions are monitored by your recordkeeping system or manually.


45. Describe the valuation methods offered by your system.
46. The PERA SmartSave Plan currently employs several custom target date portfolios that are comprised of mutual funds and private investment vehicles (daily valued).  Please detail your process for administering these portfolios and any associated costs.  Please confirm your ability to unitize these portfolios, calculate daily performance, and conduct periodic rebalancing.
47. Please confirm that you have a servicing agreement in place with the PGIM Real Estate PRREF II Fund (an underlying component of the custom target date portfolios).
48. The Plan currently utilizes a customized stable value portfolio managed by Galliard Capital Management. Please describe you process for administering stable value portfolios, including providing the stable value manager with semi-annual demographics, cash flows and plan option balances for the stable value option and the plan.
49. How do you handle mutual fund proxy voting for your other clients? How would you propose handling mutual fund proxy voting for the PERA SmartSave Plan? 

50. Please confirm that your system can accommodate Collective Investment Trusts. Please detail any requirements or limitations with regard to this type of investment vehicle. 

51. The Board receives a quarterly report that provides a variety of Plan data, see Appendix K. Please confirm you can produce a similar quarterly report.

52. What is the standard timeframe for providing performance reports and/or other related information after the reporting period ends?


53. Describe your capabilities to calculate a participant’s personal rate of return and your flexibility/limitations for inclusion on quarterly statements.


54. Describe in detail how your system handles Federal and State tax reporting. Please confirm that your company prepares and issues 1099R tax forms for participants. 

55. Do you provide a custom administration manual? If so, explain how often you intend to update the manual? Please provide a sample.

56. What is your company’s records retention policy?
Call Center, Customer Service Reps (CSR) and Voice Response Unit (VRU)
57. Currently, the PERA SmartSave Plan offers a toll free call center that handles all customer service needs. Please confirm your company’s ability to continue this type of call center. 


58. What is your company’s standard call center and VRU hours of operation? What CSR and/or VRU services are available on typical holidays? 


59. What is your company’s standard voice response menu? What is the level of customization available within your VRU?


60. What transactions can be processed through the VRU?  Please explain any transactions that cannot be processed through the VRU.  Please explain whether those transactions are automatically directed to a live CSR?


61. How are VRU participant-initiated transactions processed?  How are transactions documented? Are confirmations sent?


62. Please identify your toll-free service center standards, including response time, percentage of calls handled without subsequent follow-up, etc. Please include, for each of the last three calendar quarters, statistics related to actual performance.

a. Number of calls

b. Average length of calls

c. Average response time

d. Percentage of calls requiring follow-up

e. Call abort rate

f. Percentage of incoming calls totally handled via VRU versus CSR

g. Percentage of service requests handled via website versus call center and VRU

63. Can a participant elect to move from the VRU to a CSR?  When and what services are available?

64. What are your case management procedures for calls that have service issues?


65. Please explain your practice for monitoring and/or recording Call Center calls?  Describe the percentage of CSR calls are monitored by a supervisor.


66. Explain your practice for training CSR’s on the service needs of a new client. Please provide a sample of the type of training manual that you would propose to use.


67. How does your company ensure that it provides plan participants with impartial and balanced information about the plan’s investment options without any conflicts of interest?


68. Describe your customer service staffing plan to deal with peak volume, ie: after the issuance of participant statements or a plan change.


69. Describe the services available to callers with special needs, ie: TDD, etc.


70. Describe services available to non-English speaking callers, ie: Spanish language VRU.


Plan Website

71. Describe how a customized website would be created for the PERA SmartSave Plan. 


72. Describe all online capabilities that your system provides for participants.


73. Is there be chat feature that connects to a live CSR? If not, would this be a future possibility? 


74. How often is the data on the VRU and website updated? How do the VRU and website interface with the administrative and record keeping system?


75. What is the level of customization that PERA can expect to have over the website? For example, can text be customized by the plan sponsor? Is there ad-hoc text flexibility whereby the plan sponsor could post a message to participants on the website? If so, how? 

76. What types of retirement, investment, and other educational materials would be available on the website?

77. The PERA is interested in allowing participants to start the enrollment process online whereby the enrollment form would be completed and submitted online, but would still need to be coordinated with the various state and local government payroll entities to get processed. Please describe your backend, step by step processes to support this option. 

78. Do you offer a mobile version or an app of your participant website that can be used with a smart phone or tablet? If yes, please explain which services are available for such devices.  In addition, please list the devices that are compatible with these services.

79. Does the plan sponsor have participant account/plan statistic access through the participant website? If so, please provide a list and explanation of the types of tools or report capabilities that are available to the plan sponsor. 

Marketing, Communication and Outreach

80. Provide samples of initial enrollment, on-going communication, education, and outreach materials your company currently has available that would be relevant to the PERA SmartSave Plan. 


81. Does your company have the flexibility to customize typical forms to accommodate processes that might be exclusive to pay center or NM processes?  


82. Provide a sample of your standard participant statements. Does your company have the flexibility to include a section for customized messages from PERA on the quarterly participant statement?  Please verify that this service is available at no additional cost.


83. Does your organization provide any services (ie: personal questionnaires, software) that would help participants with financial planning in conjunction with management of their investment portfolios? Describe each component of the information provided, including those related to asset allocation time horizons, to future retirement income needs, and to assessing the impact of different asset allocations on retirement income.


84. Does your company have an outreach program or material for all levels of participants, ie: beginning, mid-career, retirement, post retirement?


85. Does your company have outreach programs to achieve an increase in enrollments, deferrals, and/or a decrease in plan leakage at retirement?

86. Is your company required to or does your company desire to brand or co-brand marketing and communication material, website and mobile apps? If so, what is your approach to co-branding and how do you distinguish the role of the TPA vs. PERA? 


87. Will the PERA SmartSave Plan be required to adhere to your company’s letter and email templates with regards to content? Is there any flexibility with Plan Sponsor messaging in the content? Please explain. 
Innovations and Efficiencies

88. What do you believe are your key differentiators for defined contribution plan administration and 
record keeping services?

89. Please detail any forward thinking innovations and efficiencies that your company offers from which the PERA SmartSave Plan could possibly benefit. Please list all that applies to the following areas:
a.  
marketing and communication
b.   
participant outreach 
c.  
processing participant initiated transactions that require payroll modification
d.     processing participant initiated transactions that require communication to the TPA

e.  
other

90. As indicated in the RFP, PERA currently utilizes a local office and four (4) regional representatives 
 
that serve a vital role in Plan operations. Please detail any alternate approaches that your 
 
company may offer that would accomplish the items in Part II(A) of the RFP’s scope of services. 
 
This alternate approach should be something that can be implemented immediately and/or 
 
eventually be phased in to Plan operations. 

91. Please detail any other innovations and efficiencies you believe would apply to the PERA 
 
SmartSave Plan that would make transactions efficient and convenient for participants, employers 
 
and PERA.   

System Security and Maintenance

92. Describe security procedures and/or features for the VRU, CSR’s and the website. Describe, if any, the processes that apply to Personal Identification Numbers (PIN), audit trail, confirmations, and encryption.

93. Describe your routine maintenance process for the VRU and website. Explain how the maintenance process impacts the availability of customer service.

94. Explain the measures and systems that you use to protect the confidentiality of customer data and prevent unauthorized access to client information in both your company’s internal system and the website.

95. Explain any instances in which websites developed for a client has experienced a security breach.

96. Identify and describe the hardware platform and software system you use to record keep, administer and maintain defined contribution plans.


97. Was the software developed internally, leased, or bought from another provider?  Who has the ultimate responsibility/authority to make sure the software remains current to laws, regulations, client needs, etc.? How often is the system upgraded?

98. Describe the method of maintaining plan sponsor and participant history on the system.
Compliance and Legal Considerations


99. Describe your errors and omissions insurance and any fiduciary or professional liability insurance that you carry for the Scope of Services described in this RFP.  Describe the various types of insurance coverage and indemnification provided to protect clients including:

a. Risk covered

b. Carriers

c. Levels

d. Limits

e. Deductibles
95.

Describe any past (concluded within the past five years) or pending litigation. 
96. Please provide a current SAS70 audit of your recordkeeping system, or any other audit you have 
performed.

97. How do you keep Plan Sponsors informed and updated on any regulatory and legislative changes?

98. Describe the type of legal support included in your proposal and any fees that apply.

99. Explain measures that you will take to ensure that the PERA SmartSave Plan remains in compliance with applicable law.

100. Explain measures that you will take to ensure that your recordkeeping system is in compliance with applicable laws and regulations.

101. What is your company’s compliance policy with regards to Plan Sponsor messaging in marketing and communication material provided to participants? 

Self-Directed Brokerage Service
102. Confirm that you will be able to implement an in-kind brokerage transfer of existing self-  
              directed brokerage account assets.


103. How many clients are currently utilizing these services?


104. Fully describe the self-directed brokerage option features, program design requirements, and all 
              related fees including annual account fees and/or brokerage transaction/commission fees.


105. Describe the steps your company went through to select the self-directed brokerage service 
              provider.  What continuing due diligence is performed regarding the self-directed brokerage  
              service provider?  Do you have or anticipate having any plans to change the provider?


Guidance Services


106. Do you offer guidance services?  Describe the guidance services that you will be providing to the 
         
PERA SmartSave Plan, ie: Morningstar, ClearFuture, Financial Engines, etc.

107. How many clients are currently utilizing these services?

108. Describe the steps your company went through to select the guidance service provider. What 
     
continuing due diligence is performed regarding the guidance provider?  Do you have or 
 
anticipate having any plans to change the provider?

109. Is there a fee associated with providing this service?  If any, is it assessed at the plan level for all 
  
participants or only charged to those participants who elect this service?

Advice Services


110. Do you offer investment advice? Does your organization provide services (ie: questionnaires, 
 
worksheets, software) that would help individual participants with financial planning in 
 
conjunction with their portfolio?  With non-Plan assets?


111. How many clients are currently utilizing these services?

112. Do you use software to provide participants advice? If yes, what software is it?  Is the software 
 
priced separately?

113. Do you provide the advice in-house or via a third party? Describe your process, mode and 
 
scope of advice.

114. Describe the investment advisor associated with the advice.  Provide a copy of its Form ADV.

115. Describe the steps your company went through to select the investment advisor.  What 
 
continuing due diligence is performed regarding the investment advisor?  Do you have or  
 
anticipate having any plans to change the advisor?

116. Describe your experience with offering advice to defined contribution plans.

117. Identify all the channels through which investment advice is provided (ie: internet, service 
 
representative, over the phone, face to face).


118. How does your program ensure that it provides plan participants with impartial and balanced 
 
information about the plan’s investment options without any conflicts of interest between the 
 
advice provider and the investment providers under the Plan?


119. Describe each component of the information and advice provided, including those related to 
 
asset allocation time horizons and risk profiles, to future retirement income needs, and to 
 
assessing the impact of different asset allocations on retirement income.


120. Describe your approach to participant follow-up after investment advice has been provided.
121. Provide the qualifications and employment status of the individuals who will provide the 
 
advice, ie: employees, independent contractors, etc.


122. Is your investment advisory fee, if any, assessed at the plan level for all participants or

 
only charged to those participants who elect this service?

Conversion 

123. Describe your experience managing the conversion of large plans from one service provider to 
 
another.

124. Describe the conversion plan you would use for the PERA SmartSave Plan, including time 
 
frames, based on the options available, ie: mapping, etc. Confirm your ability to implement a 
 
conversion within the date the contract is awarded and the date the contract is executed. 
125.    Describe the “blackout” period that would be required to complete the conversion.

126. Describe documentation that would be provided to PERA that would enable us to monitor 
     
the progress of the transition.

127.    What involvement will be required from PERA during the conversion process?

128.    Do you have limitations as to the format/media of conversion records?

129. How will the investment of current and new contributions be handled during the conversion 
  
process?  How are distributions handled to accommodate the continuity of payments to 
 
retirees during the conversion period?  Fully describe any restrictions or limitations that may 
 
apply.

130. Describe your procedures during the conversion period to communicate with all Plan 
 
participants with an account balance. 

131. How will you manage the implementation process to keep it on schedule?  Identify risks and the 
 
contingencies you have in place to handle them.

132.    How do you monitor the effectiveness and quality of your conversion process and team?

  References
133. Please provide 3 references of current clients who have similar plan demographics, ie: size and 
 
plan design.  At least 1 of the 3 should have converted within the last year.  Please provide 
 
client name, contact name, address, phone number, services provided, and year they became a 
 
client.
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