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Maryland ORP Vendor Survey

As part of the biennial ORP review, Financial Integrity Resources Management, LLC. conducted

a survey the two recordkeepers, Fidelity and TIAA in March 2022. The survey was

constructed to gather feedback on the Plan's design and current vendors' service. Survey

respondents were asked whether they were "Unsatisfied", "Satisfied" or "Very Satisfied" with

certain aspects of the Plan and were given space to provide commentary.

Survey topics included:

General issues

Communication and Education Services

COVID Pandemic Service impact

Administrative services

Investment options

Technology customer service

A total of twenty-two (22) benefit coordinators responded to the survey.



General Issues
Plan Administrators were happy with the overall structure of the ORP as 95.4% responded that they 
were satisfied or very satisfied. 4.6% of respondents were unsatisfied with the structure. 
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TIAA
Feedback was positive and indicating a
majority of respondents are "Satisfied" with
TIAA's issue resolution process.

Fidelity
Feedback was positive but less favorable than 
TIAA. It appears to be due to Fidelity’s  
cumbersome processes and slower response
turnaround time. 

• Respondents were "Satisfied" with TIAA’s
issue resolution of participant issues, as
54.5% responded “Very Satisfied” and
40.9% responded “Satisfied”.

• Issue resolution for plan sponsors was also
satisfactory, with comments stating that
there is always a representative available
who is very knowledge about the ORP
program. 50% responded “Very Satisfied”
and 45.5% responded “Satisfied”.

• While 86.4% of respondents expressed
"Satisfaction" with Fidelity’s participant issue
resolution, 13.6% felt it was "Unsatisfactory".
Areas for improvement were Fidelity’s slow
response time, which makes it difficult to get
information back to participants.

• Like participant issue resolution, 77.7% of
respondents found Fidelity’s plan sponsor issue
resolution to be "Satisfactory". However, 18.2%
found it "Unsatisfactory" commenting that the
Plan Sponsor Webstation (PSW) is difficult to
navigate, and Fidelity is not very responsive
when reached out to regarding participant issues.



Communication and Education Services
Respondents were largely satisfied with the communication and education services provided by both
record-keepers.
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TIAA
Feedback was positive indicating majority of 
respondents are "Satisfied" with TIAA’s overall
communication and education services.

• 86.4% of respondents were "Satisfied" with
the level of education provided on retirement
readiness.

• 86.4% of the respondents were "Satisfied"
with the level of field representative support
available, with comments expecting more
campus attendance.

• 95.5% of the respondents were “Satisfied” with
the quality of communication efforts conducted
by TIAA during the COVID pandemic.

Fidelity
Feedback was positive but less favorable than TIAA
on communication and education services, as
responded that they were "Satisfied" or "Very
Satisfied".

• 81.8% of respondents were "Satisfied" with the
level of education provided on retirement
readiness.

• 86.4% of respondents were "Satisfied" with the
number of field support representative
available, with comments mentioning that field
representatives should be more present on
campus and be equipped to handle participant
questions.

• 86.6% of the respondents were “Satisfied” with
the quality of communication efforts conducted
by Fidelity during the COVID pandemic.



Administration Services
Respondents were overall satisfied with the administrative services provided.

TIAA
Majority of respondents are "Satisfied" with 
TIAA's overall administration service.

Fidelity
Feedback was positive but less favorable than 
TIAA on overall administration service due to 
slower responsiveness and difficulty processing 
transactions.
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• 77.3% of respondents were "Satisfied" with
the provider’s responsiveness and 81.8% of
respondents were satisfied with the timeliness
of services.

• 86.4% of the respondents were "Satisfied"
with the usefulness and ease of
understanding the reports. And 72.7% of the
respondents were "Satisfied" with the ease of
use of the administrative services. There is a
significant delay in processing enrollment
paperwork.

• 95.5% of respondents were "Satisfied" with
the provider’s responsiveness, timeliness
of service, and the ease of understanding
administrative services. Response time to
questions is expected to be quicker by the
TIAA representative.

• 100% of the respondents were "Satisfied"
with the usefulness, timeliness , and ease
of understanding the reports.



Investment Options
Respondents were "Satisfied" with the investment options offered by both record keepers. With
the introduction of the self-directed brokerage window in 2018, participants now have the flexibility to
purchase any mutual fund available in the window. All respondents were satisfied with the array of
investment options and brokerage window offered by TIAA and Fidelity.

TechnologyCustomer Services
Respondents were overall "Satisfied" with the tools provided to help participants with their retirement 
preparation and readiness but also expected improvements.

TIAA
95.4% of respondents were "Satisfied" with the 
PlanFocus online portal.

• 95.5% of respondents were "Satisfied" with
the overall technology customer service and
call center customer service.

• 90.9% of respondents agreed that the tools
provided satisfactory to help participants with
their retirement preparation

• 94.7% of respondents were "Satisfied" with
the mobile apps provided.

Fidelity
81.8% of respondents were "Satisfied" with the Plan 
Sponsor Webstation (PSW) online portal.

• 76.4% of respondents were "Satisfied" with the
overall technology customer service and 80% of
respondents were "Satisfied" with call center
customer service.

• 85.7% of respondents agreed that the tools
provided satisfactory to help participants with
their retirement preparation

• 90% of respondents were "Satisfied" with the
mobile apps provided.
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Conclusion
• The respondents were generally "Satisfied" with the Plan's service providers. Several

respondents listed items they felt would enhance the program such as campus
attendance, better customer service, and more user-friendly portal, which were the most
consistent.

• For TIAA, respondents stated that participation rates for eligible employees range from as
little as 5% to as much as 100%. Respondents were overall satisfied with the plan but
expected improvement with paperwork efficiency. They were also satisfied by the quality of
service and 1-1 and group education virtual meetings and webinars received during the
COVID pandemic.

• For Fidelity, respondents stated that participation rates for eligible employees range from
as little as 6% to as much as 50%. Consistent with prior surveys,

: less cumbersome plan sponsor
website and transaction processing and quicker responsiveness. Respondents also
indicated expectations o more onsite consulting representatives and/or more field
offices and would like more outreach for education programs. Though the Plan
Sponsor Webstation (PSW) was updated, there was still some dissatisfaction about the user-
friendliness of the portal and cumbersome paperwork involved to initiate/make changes to
accounts.
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