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Call Center

Service Level Incoming Calls Abandonment Rate Average Speed of Answer

Percent Thousands Percent MM:SS

Educational Retirement Group

Visitors Correspondence Correspondence TAT

Thousands Days

Retirement Processing

60 Day Paid On Time Rate Retirements Requested Service Purchase Calcs Estimates Requested

Percent Thousands

Benefit Processing

Disability Applications Death Notifications Refund Requests

Payroll Processing Overpayments

Payees Average Amount Paid New OP Invoices Legend

Thousands Thousands of $
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            Supplemental Retirement Plans  - Key Metrics (Stop Light) 

         Retirement Readiness* Annual Benefit Statement Assumptions:

ACTUAL GOAL Retirement Age - 62 years

2014 67.56% 60.00% Life Expectancy - 90 years

2015 70.00% Assumed rate of returns - 5%

2020 90.00%
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Participation ACTUAL GOAL Difference Contribution ACTUAL GOAL Difference

Asset Allocation - 

New Members ACTUAL GOAL Difference

Asset Allocation - 

All Members ACTUAL GOAL Difference

Asset Allocation 

- All Members ACTUAL GOAL Difference

401(k) 26.63% 27.00% 401(k) $160.70 $160.00 401(k) 92.43% 89.50% 401(k) 54.58% 55.00% TD usage NA 90.00%

457 11.22% 12.25% 457 $132.39 $130.00 457 93.06% 91.50% 457 55.27% 55.00% TD AUM NA 55.00%

Combined 

401(k) & 

457(b) 29.41% NA

Combined 

401(k) & 

457(b)
$177.03 NA Combined 

401(k) & 457(b) 94.13% NA

Combined 

401(k) & 457(b) 54.58% NA

403(b) NA 3.00% 403(b) $304.05 $140.00 Counseling NA 1500
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ACTUAL GOAL Difference ACTUAL GOAL Difference

Prudential* 85.16% TBD

33 50***

TIAA CREF TBD TBD As of 12/31/15 TBD 90
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Percentage 

Satisfied or 

Extremely 

Satisfied ACTUAL GOAL ACTUAL GOAL Difference

Call Center 

Speed to 

Answer ACTUAL GOAL Difference ACTUAL GOAL Difference

Prudential* 73.70% TBD Prudential MET TBD Prudential 33 secs TBD Prudential 1.50% TBD

TIAA CREF 93% 91%† TIAA CREF MET TBD TIAA CREF 36 secs TBD TIAA CREF 3.00% TBD

*Calculated annually from the Annual Benefit Statement

**NC Supplemental Retirement Plans Client Satisfaction Survey

***This is by 12.31.2014

†These are preliminary goals

Percentage Satisfied or 

Extremely Satisfied

Delivery of Statements 

within 10 days after 

close of quarter

NC 403(b) Program Adoptions:

Activity for Year to Date (School 

Districts adopted either as Sole 

Recordkeeper or one of the Multiple 

Recordkeeper option)
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401(K) - 457 401(k) - 457 403(b) 
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