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Coming Soon to CalSavers



Key investments to aid employer facilitation experience coming later this month*

Employer Portal Redesign

– Ascensus retained a top digital experience firm to assist in a 
complete redesign of the CalSavers employer portal

– Involved extensive employer research (model/facilitating and 
stalled) followed by design and delivery processes

– Goals include:

• Increasing employer registrations and exemptions;

• Getting more employers from registration to full compliance 
(submitting payroll) more quickly and via in-portal self-service;

• Highlighting ongoing tasks and responsibilities of employer 
facilitation;

• Educating employers on the retirement savings mandate and its 
applicability to their business.  

– Outreach to current facilitating employers and other readiness 
activities underway

* Dates subject to change

Payroll Integration with Intuit QuickBooks

– Ascensus has been working on a full 360-degree payroll 
integration that connects to Intuit

– Intuit’s payroll offerings are preferred by many small employers

– Expands the roster of payroll providers fully integrated with 
CalSavers

– Demonstrates payroll industry’s growing interest in partnering 
with state-run retirement plans to benefit their employer clients
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Product Development Updates



Employer Portal 
Redesign

• Clean, crisp experience
• Step-by-step registration 

navigation informed by 
employer feedback
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Employer Portal 
Redesign

• Exemption check prior to 
registration contains 
information about 
exceptions to the state 
mandate

• Each selection provides 
next steps for employers to 
have their status officially 
recognized
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Client Services
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Client Services Performance & Benchmarks (2022)

• Amidst early Wave 3 activity and Wave 1 compliance efforts, service level agreements (SLAs*) performance has been 

remarkably consistent throughout 2022:

▪ Hiring additional full-time and temporary phone reps. to support continued deadline (Wave 3 & Wave 2022) & 

compliance (Waves 1-2) volumes

* 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 1/22 2/22 3/22 4/22

Abandon Rate (<= 2%) 0.65% 0.56% 0.75% 0.58%

Answer Time (85% in 30s 

or less)
88.3% 88.4% 88.2% 89%

Avg. Speed of Answer

(non-contractual)
20s 19s 21s 18s
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Client Services Performance & Benchmarks (Historical)
• Since 2020, service level agreements (SLAs*) have now been substantially exceeded for 16 consecutive months:

▪ Introduced a dedicated line for employer enforcement calls, with servicing from tenured reps.

▪ Ascensus continues active work on interactive voice response (IVR) expansion and other enhancements
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Client Services

Spanish & Translation Volumes (Q1 2022)

Total Spanish Calls 5,054

Serviced by Call Center (90%) 4,566

Serviced using Translation (10%) 488

Spanish 424

Mandarin 18

Cantonese 12

Vietnamese 12

Tagalog 6

Other 16

Top ER Trends (Q1 2022) Cases % of Total

General Portal Assistance 4,402 28%

Registration Inquiries 3,527 22%

Plan Facilitation Inquiries 2,474 16%

Exemption Inquiries 2,431 15%

Payroll Submission Inquiries 1,736 11%

Top Saver Trends (Q1 2022) Cases % of Total

Participation Inquiries 9,065 40%

Distribution 5,639 25%

Password Reset 2,651 11%

Maintenance 1,929 8%

Balance 1,366 5%
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Employer Onboarding Team

Q1 – First Payrolls Submitted

Wave 1 55 2%

Wave 2 91 4%

Wave 3 2,427 94%

TOTAL 2,573

Onboarding Volumes Jan Feb Mar Q1

Outbound Calls 93 123 36 252

Inbound Calls 139 173 116 428

Outbound Emails 282 225 109 616

Inbound Emails 217 132 94 443

“Thank you! This was relatively easy to do. The

support was wonderful! Since we are handling

other people's money (the employees) it is so

important to get it right. I felt confident as I set

everyone up and we got this going. Well done!

Great program.”

- Roxanne's A Wish And A Dream

“Thanks for finally 

offering a state plan for 

small retailers without a 

plan in place.” 
-Telford's Pipe & Cigar, Inc “The people working when 

you call in for assistance are 

knowledgeable and 

helpful. Whoever did the 

training did a great job.”
- Dietz Brothers Music, Inc



Marketing & Outreach
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Wave 3 Campaign Conversions
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• Wave 3 Registration Deadline campaign: March 1-June 30 notifications

• Newly Eligible in 2022 campaign (deadline 12/31/22): Launching May 19th

– Website updates, employer notifications, brochures, FAQs, and advertising

• Employer portal launch campaign

• Promotional film for webinars, program outreach, and community meetings

• Field Team communication coordination (webinars, meetings)

14

Marketing Development – 1st Half of 2022
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CalSavers Ascensus Field Team

Field Team Summary of Outreach Activities (February through April)

Employer and Community Engagement

343

273

391

10

16

37

23

30

28

376

319

456

0 50 100 150 200 250 300 350 400 450 500

February

March

April

Employer Meetings (1007) Employee Meetings (63) Community Meetings (81) Total (1151)

1,151 meetings 
conducted in English, 
Spanish, Cantonese 

and Mandarin.

Local outreach to 
29,762 employers 
with 72% having 
made onboarding 

progress in 
response.

Compliance-related 
outreach impacting 
1,451 employers to 
re-engage (submit 
contributions, add 

employees, exempt, 
etc.)

Documented 22,976
outreach-focused 

activities to 
employers.

Successfully 
converted 3,080 

employers to 
contributing and 

9,797 to add 
employee rosters 
since last Board 

meeting.
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CalSavers Ascensus Field Team
Field Team Summary of Webinar Activities (February through April)

• Added first Cantonese employee webinar (May 9th)

• 4,892 individuals signed up for 81 webinars conducted by the field team and co-hosted with CalSavers staff

• Maintained 96% of employers feeling the webinars were “Very or Somewhat” helpful

• 85% of attendees have made onboarding progress

• 48% of attending employers have begun contributions

Employer Experiences in their own words:

“It sounds like a 

really great 

opportunity for my 

employees.”

“Thank you, this was very 

informative, and now I know 

how to proceed.”

“Excellent idea, sounds like great 

implementation. Thank you for 

your efforts. Very good 

presentation.”
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Other Product & 
Technology Updates



Other ongoing enhancements for CalSavers

Recently Delivered

• Saver enhancements for Death/Beneficiary 
transfers

• Employer data history tracking

• Maintenance for ACH and IRS 5498 changes

• Support for annual employer EDD data 
updates (Wave 2022 population, Wave 
movements, mandate exemptions, etc.)

Coming Soon (Q2/Q3 2022)*

• Saver communications updates

• Continued automation of employer and saver 
features & transactions

• Additional employer email notifications & 
touchpoints

• ESG fund change support
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Product & Technology Updates

* Dates subject to change
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Wave 1

Wave 2

Wave 3

Wave 2022

20

Notification Schedule
July 2021 – July 2022

1/1/22 2/1/22 3/1/22 4/1/22 5/1/22 6/1/22 7/1/22 8/1/22 9/1/22 10/1/22 11/1/22 12/1/22 1/1/23

Early Registration 

Campaigns

Missed Registration 

Deadline Notifications

Registration Wave 

Notifications
FTB Penalty Notices

A) Did not register                       

B) Did not add employees 

C) Did not submit contributions 

Due Process 

Notices (Direct 

from Board)



Thank you.

Troy Montigney
troy.montigney@ascensus.com

Martha Nemecek
martha.nemecek@ascensus.com
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