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Q3-Q4 Highlights
Deployment & Measurement of Wave 3 Early Registration Program
Continued Support of Waves 1-2 Compliance Efforts
Capacity Planning for Wave 1 Enforcement & Wave 3 Deadline
Product Roadmap & Technological Enhancements
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Highlights



3

Technology and Enhancements
Recently Delivered 

• More transaction features added to the Saver portal
• Employer Status Change functionality (closed, moved, merged, etc.)
• Saver & Employer enhancements on cancels, reversals and withdrawals
• Annual Saver Auto-Escalation improvements, including e-mail notifications
• Off-cycle employer data updates

Coming Soon (this year/Q1 2022)*
• Payroll Integration with a top payroll provider to smaller employers
• Employer Portal change requested by CalSavers staff

Also in development (2022)*
• Employer Portal onboarding enhancements
• Saver communications updates
• Continued automation of employer and saver features
• Dedicated support/functionality for regular EDD employer data updates

* Dates subject to change



Program Operations
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Notification Schedule
July 2021 – July 2022

Early Registration 
Campaigns

Missed Registration 
Deadline Notifications

Registration Wave 
Notifications

Wave DeadlineFTB Penalty Notices
A) Did not register                       
B) Did not add employees 
C) Did not submit contributions 

Due Process 
Notices (Direct 

from Board)



 In 2021, service level agreements (SLAs) have been met and substantially exceeded for 11 consecutive months:

 Introduced a dedicated line for employer enforcement calls, with servicing from tenured reps
 Ascensus continues active work on other recommendations, including:

• Interactive voice response (IVR) expansion and enhancements, quicker resolution for non-enrolled employees, 
and online saver opt-out accessibility

 Preparing to hire additional reps for 2022 due to forecasted compliance (Waves 1-2) & deadline (Wave 3) volumes
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Client Services Performance & Benchmarks

* 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.”

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

Abandon Rate
(<= 2%) 1.40% 1.22% 0.77% 0.68% 0.71% 0.36% 0.22% 0.59% 0.35% 0.45% 0.55%

Answer Time 
(85% in 30s  

or less)
86.38% 87.26% 90.64% 89.25% 90.44% 94.09% 96.29% 91.47% 93.2% 91.71% 91.46%

Avg. Speed of 
Answer

(non-contractual)
30s 25s 17s 18s 19s 14s 11s 16s 14s 17s 15s



Client Services

Spanish & Translation Volumes (YTD 2021)
Total Spanish Calls 52,511

Serviced by Call Center (92%) 48,321

Serviced using Translation (8%) 4,190

Spanish 3,597
Vietnamese 131
Mandarin 102
Cantonese 78
Korean 53
Other 229

Top Employer Trends # of Cases % of Total

Payroll Assistance 9,532 21%
Plan Facilitation Inquiries 9,138 20%
Payroll Submission 6,591 15%
Registration Inquiries 6,261 14%
General Portal Assistance 6,123 14%

Top Saver Trends # of Cases % of Total

Participation Inquiries 40,802 54%
Distribution 16,669 22%
Maintenance 7,733 10%
Password Reset 4,154 5%
Balance 3,707 5%

9,180
9,753

11,286
9,290

31,608 31,354

33,894

17,555

6,489
4,954 5,499

4,476
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Employer Onboarding Team

“Everyone was great, I’m very
impressed by how easy you all
have made this for me as an
employer, thank you.”
-Cottage of Sweets LLC

2021 YTD Payrolls Submitted via Onboarding Team

Wave 1 362 8%

Wave 2 1,470 35%

Wave 3 2,460 57%

TOTAL 4,292

“The CalSavers Team has made it easy to
be successful with the program. Everyone
is very helpful and unbelievably patient
with all of my questions!”

-Norcal Lastmile LLC

Onboarding Volumes Q1 Q2 Q3 Q4 TD Total

Outbound Calls 1,345 812 918 215 3,290

Inbound Calls 505 679 716 156 2,056

Outbound Emails 2,094 2,279 2,326 845 7,544

Inbound Emails 1,293 1,513 1,578 515 4,899



Marketing & Outreach



Campaign: “We’re Here to Help”

Create 30-day micro-campaigns
that call for immediate action.

Offer two equally accessible paths:
1. Do-it-yourself
2. Guided support

Leverage webinars to control 
manner & timing of how & when 
employers interact with program.

 Convert webinar goal from 
“Education” to “Education/Take 
Action.”

 Ask employers to take action in real 
time rather than on their own time.

Guide employer movement through each step of their journey. 
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Re-energize Employer 
(Public) Website

 Target: first-time visitors/users.
 Improve presentation of 

information to better explain and 
guide the employer experience.
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Notifications Webinars

“We’re Here to Help”

Offer two equally accessible 
paths:

1. DIYer: “We have tools, tips, 
and other resources to guide 
you.”

2. I want support: “Join our 
guided support program and 
we’ll guide you through each 
step of the experience.”

 Four 30-day registration windows 
between October & February 
(using December for evaluation).

 Divide outstanding Wave 3 
employers into four groups 
(~50,000 each) to manage 
response and guided efforts.

 Send two postcards, four emails, 
and/or two letters.

Campaign Structure & Operations What is “guided support?”
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 Meet with members of Client 
Services to learn about program 
requirements and timelines for  
facilitation steps. 

 Step-by-step instructions for 
completing each step of facilitation.

 Performing actions for the first time 
in real time.

 Pre-registered for each webinar 
session after completing previous 
step. This will keep employers on 
the path to full regulatory 
compliance. 

 Use guided support path to drive 
early activation. 



Wave 3 Campaign Conversions

* Data from Ascensus daily registration/exemption activity reports.

328

2,252
2,0122,145

1,384

2,901

213 149 100

529 536

1,198

335

4,798

5,248

0

1,000

2,000

3,000

4,000

5,000

6,000

0

100

200

300

400

500

600

700

Day 1-10 Day 11-20 Day 21-30 30+

Conversions (Registrations & Exemptions) per month*

Employer Populations 
• Sept 2020-Sept 2021: 140k 

email only
• Oct 2021: 59k
• Nov 2021: 72k

Registrations during 30-day window (Oct-Nov 2021)

Segment 2 data not yet 
available (est.) 

12



Re-energize employer website
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Employer Landing Page Facilitating CalSavers

2020 2021 2020 2021

Average Time on 
Page (mins.) 2:00 1:30 2:24 3:27

Bounce Rate 76.22% 46.58% 53.03% 48.60%

Exit Rate 70.35% 44.71% 55.17% 45.81%

 Reduced on-page time reflects better 
information presentation and 
comprehension. 

 Significantly lower bounce rate and exit 
rate = better content engagement.

 Easier access to primary actions.

 More time on page.
 Slightly better page content 

engagement.
 More use of resource materials.
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Webpage performance

Bounce Rate
The percentage of single-
page sessions in which 
there was no interaction 
with the page. A bounced 
session has a duration of 
0 seconds.

Exit Rate
(Number of exits) / 
(number of page views) 
for the page or set of 
pages. This indicates how 
often users exit the site 
from a page or set of 
pages when they are 
viewed.

KEY



CalSavers Ascensus Field Team
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Field Team Summary of Outreach Activities (September through November)

Employer and Community Engagement
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Employer Meetings (815) Employee Meetings (49) Community Meetings (62) Total (926)

Conducted 926 
meetings in English, 

Spanish and 
Mandarin

Local outreach to 
15,930 employers 
with 69% having 
made onboarding 

progress in response 
to outreach

Compliance related 
outreach impacting 
1,484 employers to 

re-engage

Documented 9,568
outreach focused 

activities to 
employers

Successfully 
converted 1,565 

employers to 
contributing and 

1,907 to add 
employee rosters 
since last board 

meeting



CalSavers Ascensus Field Team
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Field Team Summary of Webinar Activities (September through November)

• Added Weekly Employee webinar in English & Spanish
• 2,082 individuals signed up for 67 webinars the field team conducted and co-hosted with CalSavers staff
• Maintained 96% of employers feeling the webinars were “Very or Somewhat” helpful
• 90% of attendees have made onboarding progress
• 65% of attending employers have begun contributions

Employer Experiences in their own words:

“Thank you - these are all 
questions my employees 
will have, now I have the 

answers.”

“This is a tremendous undertaking, thank you 
for the information, great presentation!”

“I’m so happy I signed up for this program. 
It’s so well organized, easy to follow and all 

the support you have given me is wonderful.”



Appendixes



20,495
7%

56,843
21%

195,033
72%

1,750
22%

5,258
65%

1,019
13%
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Wave Activity
Wave 1 Wave 2

Wave 3

Total (All Waves)

Registration

Exemption

Remaining

Key

* Data reflects employer registration activity through November 29, 2021

3,480
31%

4,982
45%

2,674
24%

15,032
6%

46,433
18%

191,340
76%
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Wave 3 Communication Samples
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