
 

 

 
NAGDCA 2021 Leadership Recognition Awards—Participant Education & Communication 
 
 
NYC Health + Hospitals is the largest public healthcare system in the nation. We provide essential 
inpatient, outpatient, and home-based services to more than one million New Yorkers every year 
in more than 70 locations across the city’s five boroughs.   
 
We offer the Tax-Deferred Arrangement (TDA)—a voluntary 403(b) Plan that supplements the 
pensions many of our employees receive. Just over 50% of employees participate in this voluntary 
plan. The TDA plan is $3 billion in assets and has 40,000 participants. 
 
BACKGROUND 
NYC Health + Hospitals comprises a diverse workforce focused on empowering New Yorkers to 
live the healthiest lives possible. Our operation is 24/7, requiring us to serve employees beyond 
standard working hours. Many of our employees spend their days on the floor, rather than behind 
desks—leaving them little time to read communications while on the job. 

 
The events of 2020 added to the challenges of communicating with employees – especially since 
this meant meetings on-site at the participants work location with Prudential representatives was 
no longer an option. 
 
GOALS 
During the trying times of 2020, NYC Health +Hospitals and Prudential continued to partner 
together to work with the healthcare workers personally affected by this pandemic to ease their 
concerns of the volatile market and their retirement plans.   We needed to find various unique 
ways to communicate to participants during these unprecedented times – especially since this 
meant meetings on-site at the participants work location with Prudential representatives was no 
longer an option. 
  
At the same time, we needed to continue to remind them about the importance of continuing to 
save/plan for retirement, even though they had so many competing priorities. 

Quote from Mohammad Raihan, Assistant Vice President, HR Retirement Services, NYC 

Health + Hospitals regarding why the nomination deserves an award: “This initiative 

demonstrated excellence as both the NYC H+H participants and Prudential’s retirement counselors 

pivoted from their usual working model of face-to face sessions, to using technology to run their 

business virtually. In addition, the results achieved were extraordinary, including the amount of 

interactions with the dedicated counselors, improved Retirement Readiness and the increased plan 

enrollment.” 

 
WRITTEN JUSTIFICATION 
As two huge organizations, both NYC Health +Hospitals and Prudential knew they would need to 
change behavior to be effective in the uncertain period of market flux. 
 
One of the biggest obstacles faced both internally and externally was technology. As the pandemic 
started, both the dedicated TDA Education Counselors and participants needed to get comfortable 
meeting virtually and using screen-share to effectively review their account questions. 
 
 



 
 
Prudential’s retirement counselors, the individuals that work hand-in-hand with the participants 
on their retirement plans, needed to figure out how to be effective virtually. As for the participants, 
they needed to be comfortable with meeting retirement counselors virtually to review their 
accounts, something most have never done before. 
 
Following is a list of the different ways NYC Health +Hospitals and Prudential came together to 
bring positive outcomes to their participants during the COVID-19 pandemic.  

 
- Implementing virtual meetings was a game changer for the success of the participants at 

NYC Health+Hospitals. Since the retirement counselors were unable to physically sit with 
participants and groups at the hospital locations, they started using software to do 
meetings virtually.  Participants could share their screens with the retirement counselors 
to review their accounts through their customer service page. The retirement counselors 
also began hosting webinars with hot topics that participants can join at their leisure or 
replay.  

- The NYC H+H participants could now schedule meetings with Prudential’s retirement 
counselors using an online appointment scheduling feature, called Time Trade, which 
allowed  participants to schedule meetings based on their own availability. The retirement 
counselors expanded their hours of operation to accommodate those participants that 
were unable to meet during the typical “9am-5pm” window.   

- Docu-sign became a huge part of the new business model. Participants no longer needed 
wet signatures to sign off on changes or additions to their accounts, the retirement 
counselors could now execute these requests if the participant signed the documents 
electronically.  

- The custom website for NYC H+H proved to be a great resource for the participants as they 
were able to access information about meeting their retirement goals & fiscal fitness 
through financial wellness. For reference, the link to the site is as follows.  
http://nychealthandhospitals.retirepru.com/ 

- In May, Prudential created a healthcare sector campaign for Nurses and Hospital week 
which was especially important for the leadership and participants at NYC H+H who were 
on the front lines of the COVID-19 pandemic. The main message around the campaign was 
a heartfelt thank you for keeping patients safe and our nation’s healthcare facilities 
running smoothly during these unprecedented times. The campaign included an email to 
plan participants, as well as social media posts and a healthcare thank you video.   

- Prudential also created a customized “Thank You video” featuring the retirement 
counselors and leadership team who service NYC Health + Hospitals. In this video, each 
team member voiced their words of encouragement to the participants at NYC H+H on the 
front lines of the pandemic. It also included multiple languages as the plan’s participants 
are very diverse and appreciate Prudential’s multi-lingual counselors. This video was 
shared with the plan sponsor to distribute to his leadership team, appeared on social 
media and on the plan’s custom website.  This video can be found on the home page (right-
hand side)of the custom website: http://nychealthandhospitals.retirepru.com/ 

 
Communication materials included the following: 

• Email targeted to new employees, and thus eligible for the plan. 
• Resident email & flyer – with additional FICA-exemption information 
• Nurses/Hospital Week email  
• Custom Website: http://nychealthandhospitals.retirepru.com/ 

 

Dedicated team of Prudential TDA Education Representatives initiatives: 
• Virtual sessions (one-on-ones via phone or computer with one of the five Prudential TDA 

Education Representatives assigned to the plan). 
• Virtual webinars 
• Outreach initiatives to various targeted groups of “eligible, not participating” 

http://nychealthandhospitals.retirepru.com/
http://nychealthandhospitals.retirepru.com/
http://nychealthandhospitals.retirepru.com/


 
 
RESULTS 

o Increased retirement readiness for the participants of NYC H+H; Prudential’s retirement 
counselors had over 8,000 interactions, including 42 webinars,  with participants since the 
beginning of the pandemic in March.  

o Increased enrollment for two specific, targeted groups as follows: 
o Newly eligible employees - 18%  enrolled in the TDA 
o Resident physicians - 17% enrolled in the TDA 

 
Following are some notable heart-warming conversations from the dedicated TDA Education 
Counselors  regarding the participants’ experiences with Prudential during COVID-19: 
 
“An employee called me to get help enrolling in the plan online. During our meeting, I was able to 
share the web pages the participant needed to navigate on the website in order to enroll. It was 
challenging because they had their 3‐year‐old son demanding their attention, but we both were 
very patient, took our time, and the participant was grateful for the service provided.” 
 
 “I scheduled a phone meeting with a participant who attended my January 2020 Retirement 
seminar because the participant wanted to go over the Retirement Income Calculator (RIC). During 
our virtual meeting, I had the participant log into their account, and complete the RIC. As we were 
going through the calculator, I took the time to go over various aspects of retirement, how to grow 
their funds, investing, expenses at retirement and having multiple sources of retirement assets. At 
the end, the participant has a better grasp of planning for retirement and  realized that there is a 
gap in their retirement strategy, so they increased their contribution and enrolled in GoalMaker.” 
 
“I spoke with a resident who has never been part of a retirement plan and was interested in 
learning about the benefits of joining the TDA. Using WebEx, I was able to show investment 
options and walkthrough the GoalMaker brochure. With the help of our technology, I was able to 
walk them through the entire enrollment form and help the resident prepare for a more financially 
secure retirement.” 

 

 
FEASIBILITY OF USE BY OTHER GOVERNMENTS OF A SIMILAR SIZE 

 
From a best practice standpoint, using web-based technologies to get in front of participants 
proved to be a huge success. Technology can now be used to host the “face-to-face” meetings that 
were held in the office to effectively make an impact on participants. 
 
Other governmental agencies can benefit from leveraging virtual technologies. From a cost 
perspective, it makes sense to invest in the technologies that provide face-to-face meetings, 
virtually. This will save organizations a lot of money on travel costs, and in many cases using this 
technology is just as effective as in-person meetings.   Also, this pandemic changed the mindset of 
retirement goals for the participants.  
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