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NAGDCA	2019	Leadership	Recognition	Awards—Participant	Education	&	Communication	
	
PROJECT	SUMMARY	
The	Southeastern	Pennsylvania	Transportation	Authority	(SEPTA)	provides	public	transit	services	
in	 Bucks,	 Chester,	 Delaware,	 Montgomery	 and	 Philadelphia	 counties.	 SEPTA	 transitioned	 their	
457(b)	plan	from	their	long‐time	prior	recordkeeper	to	Prudential	Retirement®,	effective	August	3,	
2018.	Our	transition	communications	campaign	ran	from	April	through	August	2018.	
	
The	theme	of	our	campaign	was	“Destination	Retirement”	and,	 in	keeping	with	the	theme,	SEPTA	
transit	services	images—including	buses,	trolleys,	subways	and	Regional	Rail	(the	commuter	rail)—
were	featured	prominently	throughout	the	campaign.			
	
When	it	came	to	getting	the	word	out,	we	faced	certain	challenges.	SEPTA	is	over	9,500	employees	
strong,	and	our	employees	work	24	hours	a	day,	7	days	a	week	to	deliver	safe,	reliable	service.	But	
some	of	the	traditional	methods	of	communicating	a	retirement	plan	transition	to	employees—for	
example,	a	one‐hour	in‐person	participant	meeting—was	neither	practical	nor	possible	due	to	the	
busy,	 around‐the‐clock	 schedules	 our	 employees	 keep.	 Consequently,	 much	 of	 the	 important	
transition	 information	was	mailed	 to	 homes	 and	 distributed	 in	 train	 stations	 and	bus	 depots	 for	
employees	to	pick	up	between	their	shifts.	
		
Participant	outreach	during	 the	 transition	period	 included	email	blasts	 to	employees,	mailings	 to	
homes,	 in‐person	 meetings	 and	 development	 of	 a	 transition	 website	 to	 allow	 24/7	 access	 from	
wherever	our	employees	were	working.	Dedicated	counselors	were	on	the	ground	for	table	sits,	and	
met	with	bus	operators,	 regional	 train	 staff,	 transit	police	and	administrative	 staff—around	 their	
schedules.	
	
EXECUTION	
A	Wide	Array	of	Communications	
Effective	communications	were	key	to	our	employees,	who	work	in	a	fast‐paced,	mobile	
environment.	So,	we	chose	a	multi‐channel	approach	that	was	designed	to	get	the	right	message	out	
at	just	the	right	time:		

 Our	Transition	Announcement	Letter	and	FAQ	1.0	(emailed	to	participants	April	18):	Announced	
the	upcoming	transition	from	the	prior	recordkeeper	to	Prudential	Retirement	and	provided	valuable	
information,	 such	 as	 the	 benefits	 of	working	with	 Prudential	 and	 a	 high‐level	 description	 of	what	
would	 happen	 during	 the	 transition.	 It	 also	 provided	 details	 on	 how	 to	 contact	 Prudential	 with	
questions	 and	 how	 to	 register	 their	 account	 through	 Prudential.	 The	 Frequently	 Asked	 Questions	
regarding	the	transition	were	distributed	with	the	letter	and	posted	on	our	intranet,	SEPTANow.org.	

 SEPTA	 Transition	 Brochure	 and	 Blackout	 Notice	 (mailed	 to	 homes	 July	 6):	 Provided	 detailed	
information	 on	 the	 transition,	 including	 important	 dates,	 what	 would	 be	 changing,	 and	 new	 plan	
features—and	advised	that	beneficiary	elections	were	not	transferring	and	participants	would	need	to	
make	new	beneficiary	elections	at	Prudential.	It	also	alerted	employees	to	upcoming	meetings	they	
could	 attend	 for	 more	 information	 and	 where	 to	 find	 valuable	 tools	 and	 resources	 to	 help	 them	
throughout	the	transition	process.	



	

 Town	Hall	(July	26):	This	detailed	presentation	outlined	key	things	participants	needed	to	know	about	
the	transition,	including	the	introduction	of	the	dedicated	SEPTA	retirement	counselors,	the	URL	for	
both	 transition	 and	 ongoing	 websites	 (septa.retirepru.com),	 an	 overview	 of	 the	 transition	
communications,	and	the	valuable	resources	and	tools	available	through	Prudential	once	the	transition	
was	complete.		

 FAQs	2‐4	(released	from	April	through	August):	Each	Frequently	Asked	Questions	document	included	
answers	 to	 real	participant‐initiated	questions	 regarding	 the	 transition	 and	what	 employees	 could	
expect	from	it,	as	gathered	by	SEPTA.		

 At‐their‐fingertips	information	and	resources,	featuring	the	“Destination	Retirement”	theme:		
o The	 Transition	 Website:	 Provided	 participants	 with	 important	 transition‐related	

information,	such	as	their	new	investment	options	with	Prudential	Retirement,	key	dates	and	
documents.	 	 The	 Key	 Dates	 page	 gave	 participants	 an	 at‐a‐glance	 view	 of	 the	 transition	
milestones,	and	how	it	would	affect	them.		

o The	Ongoing	Participant	Website:	 This	 site	 provides	 participants	 with	 a	 wide	 array	 of	
information	 on	 the	 plan	 itself	 and	 retirement	 planning.	 Key	 pages	 here	 include	 the	
Investments	page,	which	provides	access	to	information	on	the	plan’s	investment	options,	and	
the	 Personal	 assistance	 page,	which	 highlights	 the	 two	 retirement	 counselors	 and	 how	 to	
contact	them.	

	
RESULTS:	GOALS	SET	AND	MET!	
There	were	three	primary	goals	at	the	beginning	of	the	transition	of	the	SEPTA	457(b)	Plan	from	
their	longtime	prior	recordkeeper	to	Prudential	Retirement:	
	
GOAL	 RESULT	 WHAT	ELSE	IS	IMPORTANT	TO	KNOW?
Increase	plan	participation:		
Create	awareness	of	the	
retirement	program	and	the	
benefits	of	participation.	
	
If	you’re	not	in	the	plan,	join	
the	plan!			

 Plan	participation	increased	
from	38%	in	August	2018	when	
the	plan	went	live	at	Prudential	
to	44%	in	March	2019.		

 This	represents	a	15.8%	
increase.	

	

Counselors’	outreach	at	various	depots,	
maintenance	yards,	stations—and	
more—were	crucial	to	this	outcome.		

Communicate	the	transition	
process	early,	clearly	and	
concisely.		
Let	employees	know	in	real	
time:	what	they	can	expect	
during	the	transition,	what	
they	may	need	to	do	and	how	
they	can	access	their	account	
at	Prudential	once	blackout	is	
lifted.	
	

 Employee questions	received	in	
Human	Resources	were	
answered	through	a	series	of	
four	FAQs	shared	by	SEPTA	
with	employees	over	a	four‐
month	period,	beginning	in	
April	and	ending	in	August.			

 We	compiled	real	questions	
received	from	employees	for	
the	basis	of	the	FAQs,	
demonstrating	our	
responsiveness	to	employees’	
concerns.

Before	the	plan	went	live,	we	conducted	a	
Town	Hall	event	showcasing	new	
features	and	introducing	the	plan’s	
dedicated	retirement	counselors.	The	
Town	Hall	was	well	attended	by	both	
administrative	staff	in	the	building	and	
field	employees	who	took	the	time	to	
come	in.	Employees	asked	great	
questions	and	were	very	excited	to	meet	
their	new	counselors!		
	

Promote	the	accessibility	of	
the	plan’s	two	dedicated	
counselors.	

 The	plan’s	two	counselors	were	
on	the	ground	meeting	with	
participants,	beginning	in	
August	2018.		

 Counselors	conducted	in‐
person	meetings	for	
hardworking,	dedicated	SEPTA	
employees—to	help	them	gain	
access	to	their	new	account	at	
Prudential	or	enroll	in	the	plan	
if	they	had	not	yet	joined.	

	

Since	transition,	a	key	focus	of	the	
communication	plan	has	been	awareness	
and	promotion	of	the	counselors—
through:	
 posting	their	monthly	visitation	

schedule	on	the	custom	website	
 developing	a	suite	of	flyers	for	them	

to	use	for	meetings		
 working	with	client	distribution	

channels	(including	intranet,	emails	
and	monitor	slides)	to	highlight	the	
availability	of	the	counselors



	

	
The	SEPTA	Human	Resources	team	was	“hands	on”	every	step	of	the	way!	It	was	their	commitment	
and	 dedication	 to	 ensuring	 a	 smooth	 transition	 experience	 for	 SEPTA	 employees	 that	made	 this	
transition	so	successful:		
	

 Jacob	Aufschauer—Assistant	General	Manager–Human	Resources	
 Steve	Bagent—Manager–Retirement	Services	
 Dennis	Papadeas—Senior	Director	Human	Resources–Employee	Services	
 Elizabeth	Mintz—Director	of	Communications	

	
The	personalized	attention	of	the	dedicated	retirement	counselors	also	played	a	significant	role	in	
the	outstanding	results	we	achieved.	We	received	positive	feedback	on	one	of	the	counselors	from	a	
Human	Resources	Manager	who	has	been	with	SEPTA	for	27	years:	
	

“Joe	 is	assigned	the	bus	garages	(Allegheny/Germantown),	which	I	am	the	Human	Resources	
representative	for	those	locations.	During	our	visit	there	I	have	admired	Joe’s	professionalism	
and	knowledge	of	the	business	when	confronted	with	a	wide	array	of	questions	from	my	fellow	
employees.	He	puts	everyone	at	ease	and	makes	sure	they	are	comfortable	and	confident.	He	
assists	with	logging	in/out	of	the	system,	disseminating	information	in	order	for	comprehension	
of	the	different	types	of	investments	available,	as	well	as	maneuvering	the	system	to	review	their	
personal	 information.	His	dedication,	compassion	and	refined	approach	make	 Joe	a	valuable	
asset	to	employees,	as	well	as	the	management	team.”	

	
	
A	RECOMMENDED	APPROACH	FOR	OTHER	GOVERNMENTAL	PLANS	
Our	multi‐channel,	 ongoing	 approach	 to	 communications	 for	 our	 transit	workers	was	 extremely	
effective,	because	it	gave	our	employees	various	options	for	obtaining	the	information	they	needed,	
when	 they	 needed	 it.	 We	 recommend	 this	 strategy	 for	 other	 governmental	 plan	 providers,	
particularly	those	who	have	an	employee	demographic	such	as	ours.	And	we	believe	that	the	results	
speak	for	themselves:	In	just	seven	months,	we	have	seen	nearly	a	16%	jump	in	our	participation	
rate.	We	believe	this	is	particularly	noteworthy	when	you	consider	our	employee	base.	The	demands	
on	their	time	can	make	enrolling	in	the	plan	quite	a	challenge,	and	yet	many	felt	it	important	enough	
to	make	the	time—for	a	better	financial	future.		
	
These	 reasons	 underscore	 why	 we	 are	 proud	 to	 submit	 this	 campaign	 for	 your	 NAGDCA	 2019	
Leadership	Recognition	Awards,	in	the	Participant	Education	&	Communication	category.	
	
Sincerely,	
	
Jacob	Aufschauer	
Assistant	General	Manager–Human	Resources	
Southeastern	Pennsylvania	Transportation	Authority	



Plan participation went from 

38% to  44%.

This represents a   
15.8% increase!

Town Hall Meeting 
July 26, 2018
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Southeastern Pennsylvania Transportation 
Authority Deferred Compensation Plan

1. What is changing with the plan? 

Our team has decided to move the Southeastern Pennsylvania Transportation Authority Deferred Compensation 
Plan from Voya to Prudential Retirement®. This will allow us to provide you with enhanced retirement plan services.

2. Why is the plan transitioning to Prudential?

After concluding a competitive bidding process, Prudential Retirement has been selected to administer the 
SEPTA Deferred Compensation Plan. Prudential is a recognized leader in the retirement plan market and offered 
the best proposal for Plan participants and for ensuring that SEPTA is best positioned to deliver outstanding 
benefits through the Plan in the future. 

3. When is this change happening? 

The Southeastern Pennsylvania Transportation Authority Deferred Compensation Plan is transferring to 
Prudential effective August 3, 2018.

4. What do I need to do? 

The move to Prudential Retirement does not require any action on your part. However, it is important you are 
aware there will be a brief period of time when you will not be able to make changes to your account. During this 
time (the “blackout period”), account records will be transferred from Voya to Prudential Retirement. This will 
occur sometime in late July. We’ll share the dates as soon as they are confirmed.

5. What is a “blackout period”? 

The purpose of the blackout period is to allow us the opportunity to move participants’ accounts to Prudential 
Retirement and ensure those accounts accurately reflect participants’ investment choices and balances. Detailed 
information about the blackout period for the Southeastern Pennsylvania Transportation Authority Deferred 
Compensation Plan will be mailed to your home in June. This information packet will provide any transaction 
cutoff dates and times necessary prior to the transition date of August 3, 2018. Your account balance will 
continue to be invested during the blackout period.

The blackout will begin at 4 p.m. ET on July 30, 2018 and is expected to end the week of August 13, 2018.

6. What transactions will not be available during the “blackout period”?

The following transactions will be temporarily unavailable during the transition period, beginning July 30, 2018:

• Request a distribution

• Make a change to your contribution amount

• Move your assets among investments

Frequently Asked Questions
April 18, 2018
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TRANSITION OF THE SOUTHEASTERN PENNSYLVANIA 
TRANSPORTATION AUTHORITY DEFERRED COMPENSATION 
457(B) PLAN TO PRUDENTIAL RETIREMENT: NOTICE OF 
BLACKOUT PERIOD AND INVESTMENT CHANGES  
 
We’re moving the recordkeeping of Southeastern Pennsylvania Transportation Authority Deferred 
Compensation 457(b) Plan (“the Plan”) from Voya Financial to Prudential Retirement®. This letter includes 
information about: 
 

• A brief “blackout” period when you will be unable to perform most account transactions  
• Changes to your investments that will take place when your account is transferred 

 

BLACKOUT PERIOD  
To enable us to transfer your account balance in the Plan and other information to Prudential Retirement 
completely and accurately, you will be unable to perform most account transactions. For a period of time, you 
will be temporarily unable to exercise rights otherwise available under the Plan, including directing or 
diversifying investments in your Plan account, obtaining a loan, or receiving a distribution from the 
Plan.  This period is called a “blackout period.” Whether or not you are planning retirement in the near future, we 
encourage you to carefully consider how this blackout period may affect your retirement planning, as well as 
your overall financial plan. 
 
The blackout will begin at 4 p.m. ET on July 30, 2018 and is expected to end the week of August 13, 2018.  
 

REVIEW YOUR CURRENT INVESTMENT ALLOCATIONS 
During the blackout period you will be unable to direct or diversify the assets held in your Plan account. It is very 
important that you review and consider the appropriateness of your current investments in light of your inability 
to direct or diversify those investments during the blackout period.  
 
For your long-term retirement security, you should give careful consideration to the importance of a well-
balanced and diversified investment portfolio, taking into account all your assets, income, and investments and 
any fees. You should be aware that there is a risk to holding substantial portions of your assets in the securities 
of any one company, as individual securities tend to have wider price swings, up and down, in short periods of 
time, than investments in diversified funds. Stocks that have wide price swings might have a large loss during 
the blackout period, and you would not be able to direct the sale of such stocks from your account during the 
blackout period. 
 

 

INVESTMENT CHANGES 
On August 2, 2018, Voya Financial will sell the investments in your Plan account. The proceeds will then be 
wired to Prudential Retirement, where the proceeds will be “mapped” to (invested in) the same or similar funds 
as shown in the chart below. Your assets will be out of the market for at least one business day. There is a 
possibility this process can take more than one business day.  
 
The following table provides the net expense ratios (actual charges that apply to you) for both the existing and 
new funds available under the Plan.  

 

 

Transition Announcement Letter and FAQ 1.0

Transition Brochure and Blackout Notice

Southeastern Pennsylvania Transportation 
Authority Deferred Compensation Plan

Dear SEPTA Deferred Compensation Plan Participant:

We want to inform you of some exciting news and changes to the SEPTA Deferred Compensation Plan. After 
concluding a competitive bidding process, we are excited to announce that Prudential Retirement® has been selected 
to administer the SEPTA Deferred Compensation Plan, effective August 3, 2018.

As a plan participant, you are not required to take any action as a result of the transition to Prudential. Your funds will 
be transferred over to comparable funds offered on the Prudential platform. 

Why Prudential?

Prudential is a recognized leader in the retirement plan market and offered the best proposal to assist SEPTA in 
delivering outstanding benefits through the plan going forward. 

The move to Prudential brings various enhancements, such as:

• An improved retirement education website. Prudential’s website is accessible through your computer or mobile 
device with enhanced tools and resources. Additionally, Prudential is setting up a “transition website” that will 
provide important dates, news and information throughout the transition.

• An enhanced asset allocation tool. All participants will have access to Prudential’s GoalMaker®, an easy-to-use 
optional asset allocation tool, which will be available at no additional cost. For those currently participating in 
the plan’s managed accounts program, your current portfolio allocations will be transferred to the comparable 
GoalMaker portfolio without the need for you to make any adjustments.

• Personalized service and a wide variety of account management tools. You will also have access to:

 — A team of on-site retirement counselors for questions, one-on-one consultations and educational meetings

 — Knowledgeable participant service representatives to answer your questions or help with transactions

 — Easy access to a wide variety of financial educational aids from Prudential’s educational website. 

Keep in mind that application of asset allocation and diversification concepts does not assure a profit or protect 
against loss in a declining market. You can lose money by investing in securities.

Current Plan Participants

In the near future, you will receive a comprehensive transition newsletter that describes the details of the upcoming 
transition. The newsletter will also highlight important dates and explain how your account will be transferred. You do 
not need to take any action. A brief “blackout period” will be required to ensure accounts are accurately reconciled 
and moved to Prudential. During this blackout period, there will be restrictions on certain transactions. The deadlines 
by which transactions must be completed will be outlined in the newsletter. The transition website will be available in 
June and will also include this information and other useful plan details.

Notice

April 18, 2018

Presentation

Meeting Handouts



Transition Website

Ongoing Website Click to view the entire website 
at http://septa.retirepru.com. 

2019 Meeting Schedule 

http://septa.retirepru.com
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