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Q1 Highlights ltems we are focused on
Wave Activity & Notification Schedule Default Fund Change (April 8)
Field Outreach & Webinars Client Services Performance

Product Enhancements



Wave Activity

Total

9,458,
3%

271,017,

92%

Wave 1
13,113, 2,749,
5% 32%
Key
. Registration
Exemption
Remaining

* Data reflects employer registration activity through February 28, 2021.

1,855,
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Wave 2
1,086,
10%
1,839,
17%
7,807,
73%
Wave 3
6,288, 2%
! ! 7,234, 3%
¥
260,461,

95%



Communication Schedule Cégxers

January 2021- December 2021 qascensus'“

CA Wave 1 Due process notices from Board FTB Penalty Notices

>
cwier— P OOOP O OCOOP

1/1/21 2/1/21 3/1/21 4/1/21 5/1/21 6/1/21 7/1/21 8/1/21 9/1/21 10/1/21 11/1/21 12/1/21

Early Registration Campaigns Registration Wave Notifications Missed Deadline Notifications ‘ Enforcement r Wave Deadline
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Default Fund Change [avers

= Current Process (until April 8) = New Process (April 8 and after)

First $1,000 of Money market Contributions After 30 days,
contributions funds remain; invested in money market
invested in subsequent CalSavers Money funds transferred

CalSavers Money contributions Market Fund for & subsequent
Market Fund, invested in 30 days, contributions
regardless of appropriate Target regardless of invested in

time. Retirement Fund. amount. appropriate TRF.

= March 12 & March 26: 2nd and 3rd conversational saver communications distributed.
= April 8: New default fund criteria implemented. 30-day clock for current participants begins.

» May 10: First daily transfer of money market funds occurs for all participants whose initial
contribution occurred on or prior to April 8, and who have not made alternate/custom elections.
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Client Services Performance Remediation & Recommendations CalSavers

4 :scensus
* |In Q1, key service level agreements (SLAS) have rebounded from November’s lows:

Abandon Rate (<= 2%) 1.40% 1.22% 1.19%
. o

At e (290 L0 50 86.38% 87.26% 87.11%

seconds)

Average Speed of 30s o5 245
Answer (non-contractual)

= Ascensus has already made specific resource commitments:
* 10 new call center FTEs, temporary Wave 2 associates, $1m of staffing & training in 2021
= Ascensus is actively working on or pursuing other recommendations, including but not limited to:

« Stronger employer messaging, IVR expansion and enhancements, quicker resolution for non-
enrolled employees, and a more accessible online opt-out for savers

= Next steps: continued reporting on progress, dialogue around preparation for Wave 3

* SLAs are contractual commitments to maintain specific performance standards for client servicing functions. In CalSavers’ agreement with Ascensus, these are referred to as
“Administrative Benchmarks.” 6



Program Operations




Category

Administrative Benchmarks

Per Service Level Agreement

Call Center Abandon Rate - less than or equal to

2%

Ca%éggers
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Performance October November December
Standard

Result RE U Result

3.57% 15.10% 7.86%

2 |Call Center Answer Time - calls answered in 30 seconds 85% 76.00%  29.78% 57.29%
3 Incqmmg mail or po:;tal mal'l -'reply by email when possible and postal mail when email is not N/A 100.00%  85.00% 96.00%
available or appropriate - within 3 business days
4 Notify Board of any cor_re_sponc!en_ce or ot_her communication from a legislator, government official, 100% N/A N/A
or any other elected official - within 1 business day
5 Process all c_ontrlbu_tlons and (_jlstrlbgtlons in good order on the day of receipt before market close, 98% 100.00% 100.00%  100.00%
or the following business day if received after market close
6A |Employer portal available 24 hours/day and 7 days/week, not including maintenance windows 99.90% 100.00%  99.99%  100.00%
6B |Employee portal available 24 hours/day and 7 days/week, not including maintenance windows 99.90% 100.00%  99.99%  100.00%
7 Part|C|plant quarterly s_tatements and_/or a_nnu_al statements available - within later of 20 days of N/A 100.00%
quarter's end, or receipt of all materials (i.e. inserts)
8 Deliver federal tax reporting documents to participants on or before deadline provided in 100%
Applicable Law (Ascensus only produces 1099s in January and 5498s in May)
Transmit federal tax files on or before the deadline provided in Applicable Law and promptly send,
9 |as necessary, any subsequent files for corrections (Ascensus only remits tax files in January, 100%
except for corrections)
10 Provide all federal and state withholding remittance information to the appropriate federal or state 100% 100.00% 100.00%  100.00%

entity by the deadline provided in Applicable Law




Client Services

Onboarding
CalSavers Call Center
Volume
Employer mEmployee m®Emails
25000
20,568
20000
16,725
15000 14,559
10000
5000 2589
' 2,740 2,865 2,663
0
October November December

Top Saver Trends
Participation inquiries

Ca%éggers
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# of Cases % of Total Top Employer Trends  #of Cases % of Total

28,921 70% Plan facilitation inquiries
7,085 17% Saver participation inquiries
3,998 10% Registration inquiries

1,244 2% Exemption inquiries

261 1% General portal assistance

Translation Services — Q4 2020

Total calls using Translation 8,742
Spanish 8,552
Viethamese 66
Mandarin 37
Cantonese 23
Korean 4
Other 60



CalSavers
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- Days to Onboard an Employer by Onboarding

Team
Total Calls Handled 2578 1,321 724

Employer Onboarding Team

Between 61-90 Days

Outbound Calls 1,621 822 482 317 \
Inbound Calls 957 499 242 216
_ 60 Days or Less ver 91 Days
“I was very pleasantly surprised at 33% 12%

how easy it was to get our
company and our employees set up.
Thank you for making the process of
on-boarding, as well as making

contributions, user-friendly!” Onboarding Team Highlight — Q4 2020

-Hinkle Roofing & Construction Inc. 88% of employers working with Onboarding Team submitted their first
contributions within 90 days of registering.

m 60 Days or Less Between 61-90 Days ®Over 91 Days



Product Enhancements

CalSavers
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= Reducing Friction: State Employer ID Removal (February 11th)
« Removal of this number as a necessary component of the employer registration process
« Wave 2 communications through 30-day notice also will not reference needing SEIN

= Streamlining the Employer Experience: Paychex API (going live March 18th)

Industry standard API to allow automated flow and exchange of data between Ascensus and
payroll providers regarding employees, contribution rates, etc.

Ongoing, proactive engagement (by CalSavers team & AGS staff) with payroll industry
— Correspondence with individual providers
— Periodic industry webinars open to all interested providers

11



Marketing & Outreach




Marketing & Outreach Goals

= Digital Advertising Program
Continues

= Robust schedule of employer
outreach notifications/
communications

CSavers

RETIREMENT SAVINGS PROGRAM
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Awareness
Create awareness

of program’s
existence.

= Fjeld outreach

= Education animations
= Power of Compound Interest
= Fund Options
= Retirement insecurity

= Program materials translated
into 4 new languages

(Japanese, Russia, Punjabi, ~ easeand
. simplicity of each
Armenian action.
Ty

Testimonial Film
development

= 3 film groups completed
= (Paused due to COVID)
Continued creation of
community through organic
social media activities

Advocacy

Create positive
relationship with
audience to

increase
engagement.

Educate

Create an
informed program
participant.

Take action

Share information
that focuses on

Employer webinars generate
significant interest

Employer Tutorials/Films

Creation of “help’ center
on website

13
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CalSavers Ascensus Field Team CalSavers

Field Team Summary of Outreach Activities (November through February) Aascensus’

February o RN 208
seruary | N ; 7N o2
December 16 IEEN 200

November 128 10 149
0 50 100 150 200 250
m Employer Meetings (648) Employee Meetings (40) m Community Meetings (51) Total (739)

Employer and Community Engagement

Successfully

Local outreach to converted 937
Conducted 739 6,079 employers with Compliance related Documented 9,033 employers to
meetings in English, 67% having made outreach impacting outreach focused contributing and
Spanish and onboarding progress 1,209 employers to activities to 1,767 to add
Mandarin in response to re-engage employers employee rosters
outreach since last board
meeting

14



CalSavers Ascensus Field Team Cg%SaverS

Field Team Summary of Webinar Activities (November through February) fdascensus

conducted and co-hosted with CalSavers Staff
* 96% of employers felt the webinars were “Very or Somewhat”

helpfl,” . 1. What stage of the CalSavers process are you in?
* 90% of attendees have made onboarding progress . .
. . . re-Registration 23 ")
» 57% of attending employers have begun contributions S
— Total Contr|but|ons of $7’163160091 w Employee list and Information 6) 7%
Submitting Contributions 2) 2%
Seeking information 59) A%

Employer Experiences in their own words:

“Thank you! The webinar was

; Q;Zfﬁ‘sfhe;n”kénscgi?ﬁy incredibly helpful, and | should
for the great organization | have to say that | am so impregsed with have waited before submitting my
and presentation.” CalSavers program and website. Your question to you, but I do thank you
webinar was one of the best that | have for your patience and quick
attended. Very efficient and presented in an response.”

organized way. Very impressed.”

15



CalSavers Fall 2020 Campaign (Waves 2 and 3)

Message Testing
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Hypothesis: Compliance communications create conversions!

OFFICIAL NOTSCE

@ Ca?ﬁave_rg

DM THE
STATE OF CALFORKIA

Maxt stop: complete your registration

# e et siep Bed compies your COMpanY's regstTISon or CaiSavers,
1 FonTe just a few mirngie steps sy from

BRIING Your empleyees 8ave far retement.

T compiets your mgIRaton, youl ned this Jccess Coder <<ACCESS CODE>»
Vo sss reed

= CA Empioyer Payroé Ty dccount Number (From EDOY)

- Faderal Eimgiyss identfication or T Idensfication Huster [LRITINY

Camplata mry Pegistration

Abswaciy cfte a plare? &

Goal Gradient

Clickthrough

Rate
4.40%

@ Cé?sa_‘vers

“1t's just the
right thing

MNerwr mure Shan wver, the imporl
80 88 CaMomians can save 1o reti

Theusands of Califernla employers are already helping
their employses save with CalSavers,

Betier future

company’s smgislralion

ount Humber (From EDD)

* Federsl Employer Identribcanion of Ta 3entticabion Numbes

Start my registration

Aure you ready B0 join the smployers that are

alreacly helpeng their smployess save? » Ciammey: Ko it

Social Norms

Clickthrough
REUE

1.98%

Rate
2.48%

CalSavers is a convenient way to help your
employees save for their future,

WV 1 s Y01 srmpkryers, Caltvars makes f wany for yes b3 elp smpkeyees save bt a

Self-Signaling
Clickthrough

OFFICIAL ROTICE FROM

OFFICIAL MOTICE FROM
THE STATE OF CALWFORNIA

THE STATE OF CALIFORNSA

@ Cﬁﬁave_@

Your required registration
date is approaching.

Respond today.

You are receiving this notification because California law requires employers to
facilitate CalSavers if they do not already sponsor a retirement plan and have more
than five (5) employees in California.

nancial security is ceas. CalSavers was croated

You must complete your state-mandated registration by your required deadline or you may
face financial penalties. Registering for CalSavers only takes a few minutes and there are

no fees for employers.
» CA Employer Payroll Tax Account Number [Freen EDU)
+ Fodotal Emplayor Idontification or Ta |donsiScation Number (EINTIN)

Already offer a plan? Clck here b expmpt

» CalSavers Access Code

EINTIN

Compliance
Clickthrough

Rate
10.28% 6



CalSavers Fall 2020 Campaign (Waves 2 and 3) CSavers

Subject Line Testing

Qascensus“

Official CalSavers registration information is included. Respond today. || EGTETGTGTGTNGGNGEGEGEGEEEEEEEEEEEEEEEEEEEEE ::02%

CalSavers: A retirement savings program for YOUR employees.

34.21%

Official Notice from the State of California. ||| GGcNcNEEEEEEEEEEEEEEEEEEEEEEEEEEE 505/
Savers registration pending: Complete your registration. ||| GcNGEEEEEEEEEEEEEEEEEEEEEEEEEE . -5

Your State of CA Official Deadline. Register for CalSavers Today.

Your CalSavers deadline is approaching.

Official CalSavers compliance information. Register with State program
today.

Important: CalSavers employer registration is open.

Official CalSavers registration information is here.

0.00% 10.00%

25.33%
29.94%
23.95%
35.40%
38.69%
20.00% 30.00% 40.00% 50.00% 60.00%
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