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Executive Summary 
Under a limited contract to the GRW Capital Corporation (GRW) of Washington, D.C., The NKD Group, 
Inc., (NKD) accepted the responsibility to design, administer, and provide statistical reporting for a 
customer satisfaction survey of the 457 Deferred Compensation Plan available to District of Columbia 
employees.  The goal and application of the survey was done under the methodological auspices of the 
Office of Finance and Treasury of the District of Columbia (District) and ING Financial Advisers, DC (ING).   

The Goal 
The principal objective of the survey was twofold.  First, it was to determine the overall customer 
satisfaction with the current 457 Deferred Compensation Plan (DCPLUS Plan) which is offered to all 
employees of the District of Columbia and is administered by ING.  Second, the survey was designed to 
provide the DCPLUS Plan sponsor with information to assist in the assessment of: a) fund lineup, b) 
employee communication and c) overall benefit adequacy.   

The 457 Plan Defined 
A tax-exempt deferred compensation program made available to employees of state and federal 
governments and agencies. A 457 plan is similar to a 401(k) plan, except there are never employer 
matching contributions and the IRS does not consider it a qualified retirement plan. Participants can 
defer some of their annual income (up to an annual limit), and contributions and earnings are tax-
deferred until withdrawal. Distributions start at retirement age but participants can also take 
distributions if they change jobs or in certain emergencies. Participants can choose to take distributions 
as a lump sum, annual installments or as an annuity. Distributions are subject to ordinary income taxes 
and the amounts cannot be transferred into an IRA.   
Source:  http://www.investorwords.com/14/457_plan.html 

Methodology 
To achieve the two-fold objective, the questions for the survey (number and contextual phrasing) were 
produced jointly by the District, ING, GRW, and NKD.  NKD developed the final version of the survey and 
launched it on April 15th, 2010.  The survey’s ready status was deployed via email on April 21st, 2010 by 
the District to roughly 39,000 employees of the District of Columbia   (This was a population based 
survey thus a discussion on sampling technique is not included).  The email addresses of the survey 
recipients were not disclosed to GRW or NKD to ensure anonymity and confidentiality of the survey 
respondents.  All responses to the survey were directly recorded on a secured site under NKD’s 
supervision and control.   NKD thus provided periodic updates on survey completion status during the 
survey window which ran through May 7th, 2010.  A follow-up email was sent out by the District to 
roughly 39,000 employees on May 4th, 2010 to encourage more responses.  The results from the 
completed surveys are analyzed and presented in this report.   
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A quick summary of the responses collected over the survey period are tabulated below: 

Date Completed Partials 
April 22nd   1100 Did not capture 
April 23rd  1471 149 
April 28th  1705 165 

Reminder Email sent 
May 5th 2358 254 
May 7th  3305 402 

  

Findings 
Some of the important findings of the survey are summarized below: 

• The response rate computed as a ratio of the number of completed surveys to the total 
number of visits to the survey site is 54%.  The hit rate for 39,000 employees is 16%. 

• Most of the respondents that have had an interaction with ING whether it was through the ING 
website, or by contacting the ING local team, or by attending meetings and seminars presented 
by ING have rated them as Good to Excellent.   

• Analyzing the “Other” response categories in several of the questions has raised a request for:  
more advanced education seminars and more ING sponsored meetings at the principal place of 
work rather than at a centralized location.  There are also several requests for ING to provide 
one-on-one consultation. 

• In the Retirement section 23% of the respondents indicated that they do not contribute to a 
retirement or deferred compensation plan.  27% of these non-participants attributed this 
decision to a lack of retirement advising at the respondent’s place of work.    

• The Investment Strategy section clearly indicates that the respondents are not sure about their 
actual income potential during retirement.   An overwhelming 86% would like a personalized 
quarterly evaluation and recommendation of their investment strategy.  The most sought after 
asset classes for investment are fixed income, equities, and bonds.   

• The availability of a DC Loan option indicates that 41% of the respondents would be 
encouraged to participate or increase their contributions in the DCPlus Plan; however, 45% of 
the non-participant group rates the loan provision option as an unimportant consideration for 
them to begin contributing to the Plan. 

• The Overall Satisfaction section indicates that generally more than 50% of the respondents are 
satisfied to very satisfied with: a) ING as a Company, b) the clarity of the Quarterly Statements, 
and c) the timeliness of the Quarterly Statements.   On the other hand, less than 41% of the 
respondents are satisfied or very satisfied with the DCPlus plan, the ING Customer Contact 
Center, and the ING Local Team.  One last observation for this section is the high percentage of 
respondents in the “No Contact” category.  This suggests that there is a substantial untapped 
employee base for which programs and other investment alternatives can be developed. 

• In conclusion, a better understanding of the 457 Plan is the most requested option by the non-
participant group.  The loan provision option is the least important plan characteristic for the 
non-participant group. 
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Future considerations 
• A review of survey goals and administration to improve the ratio of “hit rate” to “response 

rate”. 

• Perform investigatory analysis to determine if it is possible to reduce the number of partial 
responses to the survey. 

• Design of an improved filtering method.  This would, for example, screen-out retired individuals, 
or individuals that are not eligible to participate in a 457 Plan.   

• Additional pivot analytics to delve into latent aspects of survey questions.  For example, Chart 
6.2 and Chart 6.3 show that the reasons for non-participation in the Plan are relatively the same 
between males and females.     

• Comparative analysis with base year results.  

• Reformulation of questions to incorporate information gleaned especially from the “Other” 
category responses. 

• Eliminating questions that did not provide significant insight and expanding on others that 
would focus into a specific issue. 
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1. Demographics 
From the email distribution carried out under District authority, 6,141 individuals visited the survey site.  
This total produces a hit rate of 16% for the survey.  Of the 6,141 individuals who visited the site 3,305 
(54%) provided a full response.  Another 402 visitors (7%) provided a partial response to the survey.  The 
overall participation rate is approximately 10 %.  That is, of the approximately 39,000 survey recipients, 
3,707 individuals attempted to respond to the questionnaire (Table 1.1).  This participation rate gives us 
a margin of error well below ± 2 at the 95% confidence level.  For definitions for margin of error and 
confidence level see:  (http://www.surveysystem.com/sscalc.htm). 

 

 Rates  

Number of surveys deployed Approx 39,000 

Total Visits to the Survey Site – Hit Rate 6,141 (16 %) 

Participation Rate 3,707 (10 %) 

Completed Surveys – Response Rate 3,305 (54 %) 

Partial Completes  402 (7 %) 

 

The completed surveys indicate that 59% of the respondents are female (Chart 1.1) and that 76% of the 
respondents are between 36 and 65 years of age (Chart 1.2).     Charts 1.3 and 1.4 report that just under 
one-half of the respondents (46%) are a couple (married or living with a partner) while more than half 
(63%) have children.  As reported in Chart 1.5, 95% of the respondents have graduated from high-
school.  Furthermore, 38% of the respondent pool has earned a Graduate or Professional degree, and 
22% have a Bachelor’s degree.  An examination of income ranges shows that the span of respondents 
from the category $200,000 and above down to the category of $15,000 and below is indicative of a 
normal-distribution (Chart 1.6).  We note that 44% of the respondents report an annual income 
between $50,000 and $99,999.  Lastly, Chart 1.7 of the demographic analysis reports that three times as 
many African-Americans responded to the survey when compared to those respondents from the 
second largest ethnic group captured by questionnaire design (White / Caucasian).  

Table 1.1 
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Chart 1.1 

Chart 1.2 

http://www.nkd-group.com/�


Results of the DCPLUS Customer Satisfaction Survey Page 6 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

 

 

Chart 1.3 

Chart 1.4 
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Chart 1.5 

Chart 1.6 
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Chart 1.7 
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2. ING Communications 
The charts in this section provide a basis upon which to analyze how the respondents view the 
knowledge level of the ING’s Customer Care Center as well as how respondents view an exposure to 
ING’s website.   From Chart 2.1, we observe that 45% of the respondents have had No Contact with an 
ING Customer Care Center.  Of the 21.5% (394 / 1832) that did have some contact with the ING’s 
Customer Care Center, the overall rating was Fair.   Chart 2.2 reports virtually identical results for those 
who visited the ING Website.  In this case 393 of 1795 respondents (21.9%) rated the ING website as 
Fair.   

Table 2.1 shows that of the 43% (1,418 / 3,305) that actually visited the website more than half (54%) 
have not used any of the online retirement services, tools, and calculators.   With regard to which 
notification method for meetings / seminars is preferred by the respondents, 80% indicated email is 
their preferred method of contact (Chart 2.3).   NOTE: because the survey was administered via email, 
the response to this question must be considered biased.   The information contained in the “Other” 
category is summarized in Appendix A.   Some of the “Other” options specified are: phone messages, 
text messages, and notification by U.S. postal mail.    

 

 

Chart 2.1 
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Which of the following ING Website related online 
retirement services, tools, and calculators have you used?  

Morningstar Retirement Manager 130 (9 %) 

My Retirement Outlook 323 (23 %) 

The Income WIZARD  130 (9 %) 

Online Education Library 69 (5 %) 

None of the Above 766 (54%) 

Respondents that Visited the Website 1,418 (100 %) 

 

Chart 2.2 

Table 2.1 
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Chart 2.3 
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3. ING Local Team 
This section provides an analysis on the respondents contact with their ING Local Team.  A little over half 
the respondents (55%) have used the services provided by the ING Local Team (Chart 3.1).   Of the 1,813 
respondents that did use the services of the ING Local team, 72.7% ((648+455+216) / 1813) have rated 
the service provided by the ING Local team as Good to Excellent (Chart 3.1).  Similarly, 77% of the 1,813 
respondents have rated that the knowledge level of the ING Local team as Good to Excellent.   However, 
Table 3.1 reports that only 24% of the respondents have attended an ING sponsored event.  The sub-
section analytics that follows provides additional details on event (non-) attendance.    

 

 

Chart 3.1 
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Have you attended any of the events 
led by the ING Local Team?  

Yes 792 (24 %) 

No 2,513 (76 %) 

Total  3,305 (100 %) 

 
 

 

 

 

Chart 3.2 

Table 3.1 
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ING Event Attendance 
The questions in this sub-section were presented to the 792 respondents that attended an ING Local 
Team event.  As screened from Chart 3.3, the 457 Education Meetings and Seminars event had the 
highest attendance (60%).   Upon analyzing the “Other” category (Table 3.2) the three most frequently 
mentioned events are: Retirement, Open Enrollment, and Benefits Fair.   NOTE: the analysis of the 
“Other” category is developed by a subjective review and interpretation of the responses.  

 

 

  

Chart 3.3 
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What kind of events have you attended? 

Details on the “Other” category. 

Group meetings in our building. 

Can't remember the topic 

Not sure what it was 

Investment Seminar 

Our HR person had someone come to our location 

Retirement Seminar 

I have made individual contact to solve a problem that has yet to be solved 

RETIREMENT 

Telephone contact. 

union presentation 

Pre-Retirement Seminar sponsored by DHR 

health fair 

Group Meeting 

agency meeting updates by ING representative 

Concerning retirement 

retirement 

Office Brown-bag presentation 

Benefits Fairs 

retirement 

Open Season Fair 

retriement 

in house meeting 

Notification that laptops with DC Gov employees SSN  

School presentations 

Retirement Planning Seminar 

retirement meeting 

open season events at 941 North Capitol ST., NE 

meeting was not held  

benefits fair i requested individual it never happened 

 

 

 

Table 3.2 
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What kind of events have you attended? 

Details on “Other” Events (Cont.) 

Email 

Retirement Options 

Empowerment Hour 

team came to our shop to change our policy 

change of provider 

revenue officer training classes 

Special promotion  

DC Government Benefit Open Enrollment Fairs 

Talk to rep by phone. 

seminar but not 457 

Benefits Fairs 

When they come to our agency for employees. 

Early retirement meetings 

Open season 

It has been a long while ago 

Deferred Compensation Plan 

Retirement seminar 

open enrollment 

open enrollment-no follow-up from rep. 

office //group  

At Agency 

OPen Enrollment Seminars 

Investment seminar, but not clear how investment works 

retirement seminars 

About 4 years ago when we were notified a staffer's laptop was stolen/lost 
and ING would provide us free credit report monitoring. 

only talked to your reps at the locations you send to 

retirement 

meeting wtih my department 

Inter agency education meetings 

work related meetings 

Table 3.2 
(cont) 
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Education Meetings & Seminars 
This section provides a further look into meeting and seminar attendance.   Specifically, all questions in 
this sub-section were presented to the 457 respondents that attended the 457 Education Meeting and 
Seminar Events.   As reported in Table 3.3, the two most heavily attended seminars are:  Basics of 
Investing, and Retirement Readiness.   The “Other” events that were attended are listed in Table 3.4.   
Note: The table excludes the response of “None”.  The percentage of individuals that thought the 
seminars were Average or Very Informative was the same for each category at 37% (Chart 3.4).    The 
analysis of the “Other” category revealed that most of these 34 respondents did not remember which 
seminar they had attended.  The next most frequent response in the “Other” category was a mention of 
the initial meeting when the respondent was first enrolled into the 457 retirement program.  Once 
again, it should be noted that the analysis on the “Other” category is based on a subjective review of the 
responses. 

  

Which of the following seminars have you attended?  

Put Your House in Order 39 (8 %) 

Basics of Investing 185 (39 %) 

Put the Pedal to the Medal 5 (1 %) 

Investing 101 121 (25 %) 

Estate Planning Basics 26 (5 %) 

Early Retirement 65 (14 %) 

Asset Allocation 74 (16 %) 

Budgeting 27 (6 %) 

Staying the Course 24 (5 %) 

Retirement Readiness 170 (36 %) 

Other, please specify 34 (7 %) 

 

  

Table 3.3 
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Which of the following seminars have you attended?  

Details on the “Other” category. 

Special meeting for our agency 

BASIC INFORMATION -- Q & A 

Don't remember. Don't like they don't have free consultation services 

DC educational programs 

health fair 

too long ago to remember much about it 

Orientation 

529 plan 

Don't remember 

Can't remember 

i don't remember. It was long time ago at 441 

- I don’t remember the title.  

Annual Information Session at the Reeves Building 

One-on-one to review my portfolio 

not sure which ones  

sessions provided at my agency 

iNTRO 

checking my status 

Can't remember the name- 

Do not remember name--had a question, was not able to ask due to crowd in 
attendance  

Brief seminar when I first signed up 

Been a while, don't remember 

A representative came to our service center, no seminars 

one on one 

 

 

Table 3.4 
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During a quarter (3-month period), 
on average how many times have 
you attended a seminar? 
Less than 2 414 (88 %) 
Between 2 - 3 50 (11 %) 
Between 4 - 5 4 (1 %) 
More than 5 1 (0 %) 

 

  

Table 3.5 

Chart 3.4 
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Reasons for Non-Attendance at ING Events 
This question was presented to the 2,513 respondents that have never attended an ING Local Event 
(Table 3.1).  As shown in Chart 3.5, 38% of the 2,513 respondents indicate that they did not know when 
and where the events are held.  35% of these same respondents did not know that ING sponsored events 
for the employee base.    The 236 responses in the “Other” category are attached in Appendix B.   A 
review of these responses suggests that besides the usual scheduling conflicts, the respondents 
provided the following non-attendance reasons:  a) do not have the time to attend these events, b) 
would prefer one-on-one, c) better notification, d) wider topics, as well as some minor additional 
comments.  Again, we note that the analysis of the “Other” category is based on subjective 
interpretation of the responses. 

 

 

  

Chart 3.5 
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4. Retirement 
This section provides an analysis on the respondents’ views of their retirement plan, investment 
strategy, investment options, and related concepts.   A majority of the respondents (2,306 – or 77%) 
report that they currently contribute to a retirement or deferred compensation plan.   The remaining 
682 (23%) indicate that they do not contribute to any retirement or deferred compensation plan (Table 
4.1).   Chart 4.1, provides a break-down of some of the common reasons cited by the 682 respondents 
that constituted the non-contributor group.   The largest response is the “Other” category at 37%.  A 
subjective review of the “Other” category suggests a high concentration of the following reasons for 
non-contribution to a retirement or deferred compensation plan:  lack of disposable income, alternative 
investments, no information on the plan, and not eligible.  All 250 individual reasons are attached in 
Appendix C. 

Do you currently contribute to ANY 
retirement or deferred compensation plan? 
Yes 2306 (77 %) 
No 682 (23 %) 

 

 

Table 4.1 

Chart 4.1 
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Investment Strategy 
With 95% of respondents indicating that they invest with the plan this section of the analysis is able to 
provide considerable insight into the investment strategies considered by the respondents.  It is clear 
that the respondents feel a great deal of uncertainty about what the future holds as they march towards 
retirement.  This conclusion is substantiated by the responses to the question that interrogated their 
ability to retire comfortably at their current retirement contribution level.  40% reported they are not 
sure and another 39% report that they are sure they will not be able to retire comfortably (Chart 4.2).  
Only 16% believe they will be able to retire comfortably by maintaining their current contribution level.   

37% of the respondents are not sure what percentage of their current salary will form the basis of their 
future retirement income (Chart 4.3).  Further along this dimension, Chart 4.4 shows that the 74% of the 
respondents are either not sure or know for sure that their current allocation(s) is not sufficient to meet 
the goal of a comfortable retirement.   Majority of the respondents (63%) have not reacted to recent 
market volatility by evaluating diversification strategies as it pertains to their retirement fund 
allocation(s) — (Chart 4.5).  Finally, an overwhelming 86% of the respondents report that it is important 
to receive a personalized quarterly evaluation and recommendation on their retirement investment 
strategy (Chart 4.6).    

 

 

Chart 4.2 
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Chart 4.3 

Chart 4.4 
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Chart 4.5 

Chart 4.6 
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Investment Options 
A large number of respondents (2,166) report they would like more investment options added to the 
DCPlus plan (Table 4.2).   Of these 2,166 respondents, 50% have ranked Fixed Income as the most sought 
after investment option with Equity alternatives following as a close second (Chart 4.7).      

Would you like to see 
more investment options 

added to the DCPlus 
plan? 

Yes 2166 (66 %) 
No 158 (5 %) 
No Opinion 981 (30 %) 

 

 

 

Table 4.2 

Chart 4.7 
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DC Loan Option 
As shown in Chart 4.8, 53% of the respondents would like to have a loan feature added to the DCPlus 
Plan.  Despite the faltering economy over the past 12 months, 50% indicate that they would not have 
taken advantage of a loan option over this period (Chart 4.9).  However, with the availability of a loan 
option, 41% of the respondents would be more likely to enroll or increase their contributions compared 
to 31% that would not necessarily do so (Chart 4.10).  Stated differently, a loan option would certainly 
lead to some level of increased contributions.   

 

 

Chart 4.8 
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Chart 4.9 

Chart 4.10 
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5. Overall Satisfaction 
Chart 5.1 shows that more than 50% of the respondents are satisfied to very satisfied with three of the 
six dimensions examined by the question, “Rate your overall satisfaction level”.  The three dimensions 
are:  a) ING as a Company, b) clarity of the Quarterly Statements, and c) timeliness of the Quarterly 
Statements.   On the other hand, fewer than 41% of the respondents are satisfied or very satisfied with 
the remaining three dimensions.   The remaining three dimensions are: a) DCPlus Plan, b) ING Customer 
Contact Center, and c) the ING Local Team.   Table 5.1 provides the analysis in a tabular format as well as 
shows the cell frequency count.   

 

 

 

 

 

 

 

 

Chart 5.1 
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Rate your overall satisfaction level with the following: 

 No 
Contact 

Dissatisfied Somewhat 
Dissatisfied 

Satisfied Very 
Satisfied 

DCPlus Plan 
1332 

(40 %) 
182 

(6 %) 
451 

(14 %) 
1140 

(34 %) 
200 

(6 %) 

ING Customer 
Contact Center 

1494 
(45 %) 

200 
(6 %) 

336 
(10 %) 

1007 
(30 %) 

268 
(8 %) 

ING Local Team 
1514 

(46 %) 
223 

(7 %) 
360 

(11 %) 
949 

(29 %) 
259 

(8 %) 

ING as a Company 
1042 

(32 %) 
182 

(6 %) 
394 

(12 %) 
1315 

(40 %) 
372 

(11 %) 

Clarity of the 
Quarterly 
Statement 

842 
(25 %) 

191 
(6 %) 

442 
(13 %) 

1397 
(42 %) 

433 
(13 %) 

Timeliness of the 
Quarterly 
Statement 

819 
(25 %) 

161 
(5 %) 

410 
(12 %) 

1455 
(44 %) 

460 
(14 %) 

  

Table 5.1 
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6. Participant v/s Non-Participant 
As observed from Table 6.1, 78% of the respondents are Active, New, or Returning participants of the 
DCPLUS Plan.  The remaining 22% are non-participants of the Plan.  

Which one of the following best describes you? 
Active Participant 2008 (61 %) 
New Participant 388 (12 %) 
Returning Participant 174 (5 %) 
Non-Participant 735 (22 %) 

 

 
 

Charts 6.1 through 6.3 present the analysis to a question that was presented to the 735 non-participants 
of the Plan.  Chart 6.1, indicates that one of the primary reasons for non-participation in the Plan is lack 
of understanding of the Plan.  A significant number of non-participants (70%) have ranked “Better 
Understanding of the Plan” as important to very important.   Furthermore, 66% of the non-participants 
report that the “Loan Provision” option is not important or only a somewhat important feature for 
influencing their decision to begin contributing to the Plan.  The remaining two attributes, “More 
Investment Options” and “More Self-Help Investment Planning Tools” are relatively equal in their 

Table 6.1 

Chart 6.1 
(All  non-
Participants) 
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importance (or lack thereof) for participation in the Plan.  A similar break-down is indicated across 
gender (Chart 6.2 and 6.3). 

 
(Number of Male Non-Participants = 253)  

 
 (Number of Female Non-Participants = 415) 

Chart 6.2 
(Male non-
Participants) 

Chart 6.3 
(Female  
non-
Participants) 
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Appendix A 

 

“Other” Preferences for Notification about the  

Education / Investment Seminars. 
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How would you prefer to be notified about the education / investment seminars? 
Details on the “Other” category. 

a telephone call either at work or home, remember you are handeling my retirement funds and should 
be acting as a financial adviser. 

By telephone 

call 

Personal contact 
Phne call 

phone calls 

by mail to my home  

home mailing 

in the U.S. Mail 

Letter in the Mail 

Mail 

MAIL 

MAIL 

Mail 

mail  

snail mail 

through the mail 

US Mail 

us postal mail 
US Postal Mail 

US Postal Service 

TEXT MESSAGE 

text message 

anthony.magri@dc.gov 

bigcm5414@comcast.net 

Effective 4/24/10 personal email address lindafaye2451@aol.com 

elizabeth.castro@dc.gov 

email - specified, not spam 

home as well as work email address 

If you regularly mail other information you can include it but save the money and just e-mail. This is 
2010, people must get with the times...LOL. 

jacqueline.jones@dc.gov 

maria.perry@dc.gov 

mohamed.thiam@dc.gov 

nlinc104@peoplepc.com 
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How would you prefer to be notified about the education / investment seminars? 
Details on the “Other” category. 

Please email information about ING. Thinking about joining 

seejbee@yahoo.com 

send it to my address 

sheilad.jordan@dc.gov 

vettjuan763@yahoo.com 

All possible ways so not to miss any opportunies to learn 

By the representative in person 

Call several time; never sesponded 

carolyna.johnson@dc.gov 
Continue the onsite seminars, just more frequently so more folk can participate. 

did not know about this plan !!!!!!!!! 

email alerts like this one on new info, also I hever new about this and have no info on this at all. What is 
ING? 

have a representative from ING to visit each District including Central Cellblock. 

Have HR at my agency annnouce it to & through managers to staff - to get their buy-in. 

I am a member of the civil service plan. 

I am not a full time employee therefore not eligible 

I am not involved in this plan. 

I dont know if I am a member 
I dont like ING or any other retirement program where if you choose to close your account you have to 
claim hardship to get your money. Not a good business practice. Will never use ING again. 

I don't think Im eligible for this: I need more Information 

I have Civil Service retirement plan 

I have the VALIC Retirement Plan 

I no longer use ING, I use AXA 

I would really like to get information so I could see if it would work for me 

I'd rate 1 and 2 "poor" except the losest rating is "fair". Would not attend seminar. 

I'm having difficulty getting customer services 

ING is a Bad Company, They took avantage of DOC employees when they left and gave back the money 
that the employees had contribute and not the interest for the years that ING was collecting from the 
employees. They also fail to give hard ship to those employees who needed the most. I would not 
recommend this company. 

It would be great if a savings plan similar to the Federal Gov't "Thrift Savings Plan" was made available to 
D.C. Gov't Employees 

leonard32west@hotmail.com 

Lunch and learn workshop 

Make the seminars mandatory for staff members to attend 
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How would you prefer to be notified about the education / investment seminars? 
Details on the “Other” category. 

Meomorandums 

Never heard of it 

never notified 

No preference 

Not eligible 

Not Enrolled 

not enrolled 

on site seminars/luncheons 

otunbas@verizon.net 

Please give at least a week noteice on seminars 

Posting on start.dc.gov intranet site as news item 

Seminars at the districts for different shifts 

send out account statements! 

SIT IN ON A CLASS OR SEMINAR 

Special Order through the Fire Department 

Staff meetings 

telephone call from a rep like other fund managers 

There were not enough incentive to join the retirment saving plan. 

These people are not readily available. 

This agency needs to allow clients to take there money out of there account when ever they need it. Not 
only when you have a hardship especially during these HARD economcal times we are living in. 

Through management 

Vendor Fairs/Presentations 

Would like more information 
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Appendix B 

 

“Other” Reasons for not Attending any  

Events Offered by the ING Local Team. 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 

and there were times I planned on attending but work kept me too busy to attend 

Attending an event not the best use of time - is there another, more efficient way to receive the 
information? 

better to offered events at worksites if possible 

BRING THEM TO THE WORK PLACE FOR TRAINING AND CLASS. SO WE CAN SIT AND TALK ABOUT OUR 
BENFITS AND IN JOINING ING.... 

busy 

didn't have time 

Do they have events, would love to have them come to my agency 

Have not focused on their events 

haven't had time to attend 

Haven't made it a priority. 

I am located in Laurel and no providers come out here 

I have been too busy recently. 

I work at a satellite location in Lorton Virginia; events are held in DC 

My schedule is the problem. I think ING is a good company. 

reasons varied by date, but mostly scheduling conflicts 

Too busy right now 

too many obligations related to work 

Am under Civil Service Law (5/1987 hire) didn't know ING could benefit me 

Do not participate 

don't participate in the plan 

I am covered by the Civil Service Retirement System and have investments in a tax-exempt mutual fund, 
an annuity, a Roth IRA account and do not need another vechicle/trustee. 

I am niot eligble for benefits at this time 

I am not a part of the ING Plan 

I do not have ING  

I was placed in the ING by mistake, should have been in the Civil Service Retirement 

New Employee, that benefit doesn't start until a year in service I believe 

not a participant 

not a participant 

Not Enrolled 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 

I prefer one-on-one advice that is particular to my situation and like talking to people about this over the 
phone 

I would rather have one on one advice. 

prefer to speak one-on-one to ask questions 

better marketing 

don't know what the company is about 

Don't know who they are 

I call the long distance number - most helpful - at my point in life I tend toward stable investing - somove 
my accounts when market is fluctuating 

I'm comfortable with my level of knowledge about the fund options and processes for changing 
withholdings and funds.  

I'm very senior and have paraticipated in a similar plan at multiple positions over last 20 years. I think it 
is vitally important to increase employee knowledge, and will be interested in their response. 

not interested 

not interested at this point in my career. 

The topics are matters for which I already have sufficient knowledge and experience 

I get advised by family members 

Found out there were events after the fact 

I don't know in advance that they are being held. 

I have not received any sort of communication from ING 

Need more publicity. More customer input on topics 

Perhaps, I did not pay attention. 

ING team knowledge is limited; I am looking for smarter analysis & advice 

they are basic sessions - I need intermediate 

Again I dont know if I am amember 

All of the above. 

Change to something better than ING. ING does not not serve to my interest. l 

Completely overlooked them 

CSRS Enrolled 

Deaf and need interpreters to faciliate communication 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 

Did not know anything about them. Saw one poster yesterday about a financial workshop, that I would 
have liked to attend, but the date had passed. I called DCHR, who had no knowledge of the event. 

Did not sign up for ING yet 

dont plan on pulling out my money any time soon 

don't use the service 

Event need to take place before inspector go in the field. 

Family Responsibilities 

first time hearing about it 

Generally, to busy at work. 

Get busy and forget 

Have another investment advisor, hard to get away. 

Have not been notified of events 

Have not needed to attend. 

have not participated in the program 

He calls and visits me individually if I need something. 

I already did 2 yrs ago 

i always logon to ing web site click online video seminor 

I am a new employee 

I am a new employee. 

I am an advanced investor and these lectures are usually too elementary. 

I am an experienced personal investor and obtain my information from other sources. 

I am just receiving information on ing, i remember when it was call deffered comp. i would very much 
like t receive information on ing whe it becomes available alos enrolling as well. thanks 

I am new to the plan, but am getting great attention 

i am not a customer but would like to be. 

I am not an MPD employee; I have 4 other retirements 

I am not covered under ING 

I am not enrolled in this retirement plan but would like more information on whats available for me for 
retirement from ING. Please have someone contact via email stella.gomez@dc.gov Thank you 

I am not involved in this plan. 

I am not really interested in playing with investments. 

http://www.nkd-group.com/�


Results of the DCPLUS Customer Satisfaction Survey Page 40 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 
I am not really sure. 

I am profoundly deaf. There is no American Sign Language interpreter. I even requested and you were 
not able to let me know about getting one for me and others. 

I am retired 

I call when I have questions or need assistance 

I can't even get a damn statement from you guys or access the website at home. 

I did not hear about it in time to find someone to care for my mom. 

I didn't lnow we had any connection to ING, & what is 457? 

I do not even know what this is 

I do not have a good reason. 

I do not have account  

I do not know anything about it. 

I do not particiate in the 457 

I do not participate in the 457 Deferred Comp Plan 

I do not pay into the 457 Defferred Compensation Plan 

I do not recall any notifications 

I do not receive notice in a timely fashion...not enough time to adjust schedule.  

I do not use the 457 Deffered Compensation Plan 

I don't know what the Deferred Compensation Plan is 

I don't participate in the plan 

I don't think seminar is necessary. I need retirement plan detail in plain English and the advantage of 
participation. 

i forget about the events or I'm not available during the time it is scheduled. 

I found no need to do so. 

I frequent the web site and call for questions 

I had attend one but a coupl of years ago 

I have an agent  

I have an expansive investment portfolio managed by someone in NYC who I've been with for 30 plus 
years.  

I have been too busy. I know I need to take time. I will attend the next event. 

I have federal retirement benefits. I am not an ING participant. 

I have found out about them at the last minute. 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 
I have had too many high priority demands on my time. 

I have my plan set up and have a good knowledge of retirement plans in general. If I have specific 
questions, I will call. 

I have no good reason. 

I have no need to attend these events 

i have not felt the need as yet and i am currentyl not contributing to any deferred comepnsation plan. 

I have not had the need until now 

I have not participated with ING for sometime. I truly regret stopping my deductions, but now doubt if it 
would make a difference at my age and plans on retiring in another two to three years. 

I have not seen enough specific and easily understandable information on why I should attend events. 

I have only been at DCPS since March 8 and have not heard about this. 

I haven't seen any that apply to me. 

I just found out this week they had events. 

I just started deferring again and I just haven't paid too much attention due to work. 

I just started working with the DC government last week. 

I know what I am doing without advice 

i need one geared toward younger workers starting retirement planning - they are all for older people. 

I never heard about ING working with DC government 

I no longer have an account with ING 

I only receive info in my statements and usually they have passed or are held during my working hours 
across town. 

I prefer one on one sessions.  

I receive all the information I need from written materials/ the website. 

i seldom get notices of events 

I stopped putting money in the plan because I am tired of greedy S.O.B's stealing my money down on 
Wall Street!!! 

I was busy at the time 

I was not present when ing came to service center. 

I was'nt close to retirement untill now. 

I work nights and sleep during the day 

I'd rather look at written material. 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 
I'm a new hire and have not yet spoken with rep. 

I'm an ex-bond trader for Salomon Brothers in the 1980s. I've been choosing my own investments for 
years. What is an ING rep going to tell me that I already don't know? 

I'm satisfied with the current ING offerings and my investments. 
I'm too lazy 
 
In the past, I did not make it a priority. 

information provided by ING is sufficient 

ING and Wall Street shareholder issues leave me not wanting to do business with this company 
 

ING offers very poor choices for investment return- but its all thats expected. Need M. Lynch or a way to 
transfer the funds out of tehse poor producers and into a source that will generate a decent return.. 
hope noone is planning on retirement from these accounts... 

Interested but often too busy 

It appeared that the topics were not things I needed to know 

It can be a number of things such as can't get away from work, the location is not convenient, and I 
don't remember. 

It is a combination of both time and location  

Judt have not attended 

Just got into the deferred comp plan and have no need at this time 

Just haven't 

Just started July, 2009 

Late notice 

Left phone message with ING representative with no call back 

met with a rep, did not attend an event 

my husband attends 

My own fault, I suspect--I haven't been paying attention to notices for such events. I'll be more alert in 
future. 

My representative is in contact with me regularily 

my representative is very good at filling me in on investments. 

My supervisor has to see it as necessary before I will/can attend. 

My work load never permitted me to attend. 

never heard about program 

never heard of this 

never recieved any information about ing 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 
never worked for me 

New employee 

New Employee 

New employee; didn't know that there were events 

new hire - none available yet 

No events at DC General have been scheduled/advertised 

no excuse 

no interest 

No interest 

No longer use ING, use AXA 

No need 

No need to attend - happy with my investment portfolio. 

none 

Not a member 

not a member 

Not a participant at the present time. 

not able to attend due to other obligations 

Not an ING subscriber 

Not aware of ING 

Not eligible 
not eligible to participate 

Not enough funds to contribute. 

Not enough salary to join 

not enrolled 

not enrolled yet 

Not interested 

Not interested 

Not interested 

Not interested 

not interested 

not interested 

Not interested 

not interested at this time 

Not interested in ING or any services they have to offer. The money I have invested I wish I had not and 
dislike the fact that I have to claim a hardship to get my own money. 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 
Not needed. 

Not notified in a timely manner 

Not sure about the benefit to me, although I can't definitely say that there is no benefit. 

not sure how to use this benefit 

Not using ING. 

Not yet ready to enroll. 

Notification is not readily available or given out too late to make arrangements to leave work.  

other 

Presently, I have no need to attend. 

question 7 will not exit 

set up meeting with ING person 

Sometimes the info does not always reach me in time. 

The $ amount accruing seems small.  

The family has a personal financial advisor 

The only Q&A I attended is the one I requested for my company location. 

there is no parking 

These folks are not readily available 

they are only offered during business hours when I am working! 

They change schedule without notifying customers so you leave work to attend and no one is there from 
ING 

They should be held at the Police Districts 

They should go to different locations (Wilson Bldg.) 

too busy 

Too busy at work 

until we have a new contract I can't even think abouot doing anything but pay bills 

Use the website for information 

was on medical leave 

What is ING for? 
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Why have you NOT attended any events offered by the ING local team?   
Details on the “Other” category. 

When I have visited in person, I have been told that no one is available to see me and the person at the 
front desk gives me paperwork and tells me to call or come back. I do not feel comfortable with the local 
team because for the last eight years that I have been signed up, they have been unavailable. I prefer 
the internet and calling ING directly. They are very informative and helpful. 

will be going to one in May 

with elderly parents and taking classes I do not have the time or the energy 

Work load always seems to get in the way - if from time time to they were offered in the arly evening - 
maybe 4-6:00 p.m. - I might be able to fit it in. Thanks! 

Work load prohibits attendance. Approval often not granted when requested. 

work schedule overload 

Workload doesn't permit 

Would like to attend, but haven't made the time. 
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Appendix C 

 

“Other” Reasons for Not Having a Retirement  

or Deferred Compensation Plan   
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 

At this time cannot afford to and had to liquidate the accounts that I did have prior to working here due 
to extended unemployment. 

Because of hard financial times not being able to retrieve monies to help during what we consider 
emergencies. 

cannot afford it 

Changed provider- investment loses are very high 

currently trying to purchase a home.  

debt 

dont make enough money 

Fianancially unable to participate. 

financial constraints 

financial difficult  
financial situation at this time 

hardship 

Higher priority debt reduction needs 

I can't afford ito it. claiming more dependents just to have enough money to cover my rental expenses. 
SINGLE parent-- rent 945-2bdrm - JUST not enough funds with other bills also 

I don't make enough money to save much. 

I was unemployed for so long that I need to get out of debt first 

insufficient income 

My income vs. my financial responsibilities leaves me nothing to contribute as I have very large monthly 
student loan payments and working and paid well below my level of competency in my current position. 

my obligations exceed my income 

Need for cash for daily expenses 

Need more info and cash 

No extra cash 

No money 

Not enough disposable income to contribute to a retirement fund. 

Not enough incentive for participation. 

Not enough income 

Not enough salary 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 
not in the postion to invest in right now  

already have a DC Retirement Annuity 

Already have a plan 

also have money in properties. 

another company 
At my former employment I had a retirement investment, the company name is Lincon, I need to 
incorporate it to this job. 
 

Deferring compensation lessons my contributions to SSI and reduces my SSI lifetime retirement income, 
whereas deferred comensation only returns what I have contributed. Personally, I prefer to save on my 
own. 

Have other retirement fund. 

I currently participate in my job deffered compensation plan 

I didn't say that I don't have a retirement . . . plan. I DO. I'm already retired! You haven't been paying 
attention! 

I do have 

i do have a plan 

I do have a retirement and deferred compensation plan but do not contribute to them 

I do have a retirement plan. 

I do have adeferred compensation plan. 

I have a roht IRA to which i contribute separate from District govt 

I receive a Federal retirement annuity 

in great retirement plan 

other alternatives which I control investment(s) 

Other financial investments than an annuity. 

other investment 

other investment means 

other plans  

Other reasons; no need to disclose 

personal 

At the beginning of my career, I did not know and could not afford deferred, now its too lake 

Call rep to set up an appointment with no call back 

Could someone let know if i am a member 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 

DCHR was contacted via the "Deferred Comp" phone number; to date no one has responded to the 
phone call which included information, i.e. DOB, SSN, etc 

didnt understand all pertinent information. 

Do not understand the plans. 

have not been educated about retirement 

I called once to the rep. but did not hear back and need to attempt to call again 

I called twice to send form for my enrollment in 457 deerred compensation plan but Ing people never 
responded to my request. 

I did not have enough information nor knew about resources to educate myself or knowledge about 
access to advisers. 

i dont know enough about it 

i feel like the informations seems so cumbersome and time consuming its hard to find time to do the 
research and then there are SO many different options... 

I had it at first and when Sharon pratt Kelly threaten to use the money because the city was in trouble i 
stop it. I don't even know how much money I saved or who to contact about continuing it at this time! 

It was never really clearly explained to me. 

knowledge of how to access it. 
lack of knowledge 

need a rep to contact me 

No central place one web to find it -- peoplesoft is not very user friendly or rich in information 

No one at my job told me it was available 

No sure what to do 

not enough knowledge about plans 

Not sure how to do it. 

Because I have a new retirement plan, and ING is holding my funds. 

Civil Service Employee 

CSA 

CSRS 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 

DC offers me no incentive to save through their retirement plan right now as I've only worked for the 
city for 6 months 

Didn't think I was eligible in DC government 

have a plan; does not permit individual contributions 

Have not had enough time in 

Have not signed up yet. New employee. 

I am a CivilService Retiree and was informed by DC Personnel that I was not eligible to pay in the either 
the 401(a) or the 457 deferred compensation plans. 

I am a new employee and haven't signed up yet 
I am a part time worker and is not offered these services  
 

I'm civil services and I was aware that I need additional retirement 

My understanding is that I have no retirement plan with DCPS. 

New employee 

new employee/need more info 

New employee; don't know anything about the process 
Newly employed 
 
Not a full time employee 
 
Not enough tenure in the company 

Not investing is only a temporary situation; plan to participate in the deferred compensation plan in 
approximately 6 months. 

Not sure if I can contribute to it as a new employee 

Currently, I do not have any trust in this or other retirement plans. 

I don't trust investments I don't understand. I don't trust investment managers have my best interest at 
heart. 

I don't trust the crooks on Wall Street to manage my money!!! Fool me once shame on you fool me 
twice shame on me. 

I don't trust them anymore 

I used to contribute, but much of it was wiped out by 9/11 and the latest financial crisis. I haven't felt 
like I can trust the investments. 

Investment choices were not very good 

It is my understanding that if I am terminated for any reason prior to full vesting (5 years of 
employment), I could potentially lose any money that I have contributed outside of the 5% that is placed 
in my retirement account by DC Government. 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 
it’s a bad plan  

lost so much money that i stopped contributing 

contributions are being made by my employer. I will begin to contribute soon. 

DC govt contirbutes to it 

I am not in the (years ) stage of my employment tenure to be able to contribute. My contributions as of 
now are employee contributions 

My employer contributes for me. 

My employer makes my contributions 

** 

a 

already retired 

DO NOT WISH TO REVEAL THE REASON 

Have contributed took a short break 

Have not gotten around to doing it. 

haven't taken the time to explore ING 

Haven't taken the time to figure out how to set it up. 

Haven't taken the time to sign up. 

I am planning on starting a fund soon. 

I am ready to sign up 
I did not follow up on my retirement plans. 
 
I do not care to answer this question at this time 

I don't get paid enough to save. 

I had a break in service and have not resumed paying into the fund since I have returned. 

I have a fun with 457 deferred compensation a while back i never close it, i would like to continue with it 

I have a plan. I was temporarily separated from the DC gov. and just haven't started contributions again. 

I have a retirement account, but I am not currently contributing. 

I HAVE A RETIRTMENT PLAN UNDER CSRS AND WISH THAT I HAS GOT INTO DEFERRED COMPENSATION 

I have already retired. 

I have an account but are not making any payments at this time 

I have an account with VALIC and have been reluctant to invest again.  
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 
I have another retirement account with another investment company 

I have another plan 

I have civil service retirement and personal savings 

i have civil service status 

I have funds with ING but no longer making payings.  

I have just returned to District Government 

I have never been offered and I am definetly interested in receiving information on the plan 

I have not attended to any training class and I don't know how it works. 

I have not been able to find an easy way to look at the options. 

I have not dedicated the appropriate time to researching available options. 

I have not had the opportunity to meet with a represenative. The sessions are not convienent as I work 
at St. Elizabeth's Hospital and it is hard to get to the sites where the seminars are located to get 
information and guidance.  

I have not had the opportunity to take advantage of it. 

I have only been here just over a year 

I have other retirement.  

I have retirement funds outside of DC gov. I will explore my options here in the future. 

I have retirement plan coming out of my check 

I have retirement plan with ING 

I have saved and stopped. I don't like the idea of not having access to my money. 

I have set up retirement 

i have the ing retirement plan but have not made a contribution 

I have the one the government has set up 

I have two plans but I stopped my contributions due to recent losses in the market. 

I haven't been with the district for a year yet 

I haven't gotten around to it. It's on the list of things to do. 

I haven't maxed out my Roth contributions. Once I do that I plan to add to my tax deferred retirement 
account. 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 

i havent rea up on any information as of today i do receive e-mails about retirement and other 
compenstion from personnel 

I haven't taken the time. I do need advice regarding retirement options. Given the current circumstances 
regarding the use IMPACT as an evaluating tool, I am not sure I will be employed with DCPS. The 
uncertainty of employment contributes to my hesitation having a retirement plan. 

I intially signed up in error and it took 6 months to retrieve those funds back from the local office, which 
in my opinion has horrible customer service skills. Donnell Williams was the contact person that I dealt 
with and from this experience I will never invest in the 457 deferred plan and I have advised others not 
to do the same. 

I invest on my own. 

I invest through better managed programs 

I just began working for a salary at age 50. 

I just haven't had the time to 

i just haven't. I want to start (know more). 

I just recently joined DCPS. In my previous job I was with ING but had not made contact yet. 

I just started and will review options in summer. 

I know nothing about the 457 plan but i would like to learn more about it 

I lost money twice in a saving program trying to save from other vendors when my place of employment 
had closed down and I was unable to get in touch with the vendor that was taking my money. 

I may not be in the same profession or working in DC next year 

I need to continue where I left off 

I NEED TO SIT WITH SOMEONE AND TALK IT OVER. 

I retired and returned to work but have had no contact with ING regarding returning to the plan. I save 
aggresively on my own. 

I separated and left my money in, returned to work and could not re-up on line. I would like to. 

I signed up for deductions and it never materialized. 

I started to, but then found out that the DC retirement plan was enough 

I stop my allotment years ago. 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 

I thought that I signed up when I began at DDOT, but that wasn't the case. Will do so during open 
enrollment for 2010 

I use a Roth IRA and contribute to this. 

I use to have money coming out of my check for deferred comp. 

I used to contribute but DC govt.top doing business with the company for which my plan was under so I 
still have an account with them but the fund s are accumulating interest only. 

I was about to contribute to the 457 plan and the market fell. I was displaced (RIF) in 9/09. I have been 
rehired with a $30,000.00 decrease in salary. So I am counting on my 401(a) and social security. I would 
like to take part in a deferred plan but how can I? One good thing is that I a debt free, just paying for 
mortgage and utility bills. If someone can contact me on a plan I would strongly consider a deferred 
plan. 

I was laid off from DCPS last year and I just came back to DC government 3 weeks ago and have not had 
a chance to re-enroll in ING 

I was told you can only join at a certain time each year during open season and I always miss enrollment. 

I will begin to save more, as my income grows. 

I would like to gain more information, but DCPS HR provides poor responses and long time lapses for 
inqueries 

I would like to participate 

I WOULD LOVE TO SIGN UP FOR RETIREMENT BENFITS. WHEN CAN YOU COME OUT TO SEE ME. 

If I am the only one putting money in, then I can find something better. 

iI have a 401a plan 

In an emergency you have to wait to have some one to allow you to have access to your money and it 
takes to long. 

in the process of researching retirement savings . 

interest rate low/ started late in the program  

It takes 5 years for the funds to become vested, which is way to long. One year vesting. 

its difficult to contact the person in charge 

I've already retired once, and I'm wourking and will probably be working the rest of my life. 

just haven't signed up yet 
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What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 
Just need to find the time to discuss 

mmmmmmm 

My application has not been processed by ING 

n/a 

N/A 
n/a 
 
Need more time.. I did not get any DC Gov Checks, yet. 

need to do it 

Need to sit down with someone to have an in-depth conversation 

Never enough money 

never seem to have extra for saving 

No clue 

no comment 

no funds to invest at this time 

Not your concern 

On my list - just haven't done it yet! 

Only planned to be at current position for short period of time 

please check your spelling in this document.  

Poor choice of funds provided by ING and lack of employer contribution 

prefer not to say 

rather not say 

recently, employed and haven't gotten around to it 

retired 

Retired Military; Part of District Retirement 

Retired, but I don't receive retirement benefits from this account. 

returns have not been competitive and the money is subject to a city bankruptcy. 

right now, it;s a mater of margins.....mortgage and tuition gobble up all my excess funds. 

saving for retirement, but not through work 

See earlier comment 

starting salary was $25k less than previously made could not afford the deduction 

stopped direct deposits due to physical disability, and financial hardhhship. 

http://www.nkd-group.com/�


Results of the DCPLUS Customer Satisfaction Survey Page 56 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

What are your reasons for NOT having a retirement or deferred compensation plan?  Details on the 
“Other” category. 
stopped investing when market went bad. 

The market fluxuates too quickly and it makes me anxious. 

The prior vesting rules. 

There is no benefit since I have not been here for 5yrs and my money will not be matched. Id rather put 
in my savings and acrue iterest. 

This is big business for you and waste opportunity for me 

This job is not my career job. 

Too busy, Also have other retirement accounts but would like to start ING contributions for retirement 

trying to find a job that i will invest time in that makes contributing worthwhile 

vendor i prefer is not available through dcps 

WAE employee - not eligible 

Waiting for open enrollment 

waiting for other issues to be resolved 

Was not contacted directly as to how to sign up and the advantages and dis advantages of doing so.I am 
new to the school system and began employment at the end of September. 

Was unclear how to contribute. 

wasn't able to sustain the level of savings 

What do I need to do to start contributions? HR office is completely detached from my office on K 
Street. 

When I looked into this, the ING portfolio was limited and I could get better products on my own. 

When I tried to seek assistance it was not helpful. 

When I was hired I was told that it was not available. 

Will retire under the Federal Government Retirement Plan 

With another agency and love the service I receive and if I decide to move my money I can without 
hassel. 

you have your money in this account and they won't let you get it out unless its emergency and that not 
fair. I no people who have a 401K plane and can get there money. That why i stop my 457 acoount. 
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457 Deferred Compensation Plan (DCPlus) 
Customer Satisfaction Survey 
 

 

 

Page 1 - Heading  

ING Communications 
 

Page 1 - Question 1 - Rating Scale - One Answer (Horizontal) [Mandatory] 

How would you rate the knowledge level of the ING Customer Contact Center representative? 
N o  C o n t a c t F a i r G o o d V e r y  G o o d E x c e l l e n t 

     
 

Page 1 - Question 2 - Rating Scale - One Answer (Horizontal) [Mandatory] 

How would you rate the ING website? 
N e v e r  U s e d F a i r G o o d V e r y  G o o d E x c e l l e n t 

     
 

Page 1 - Question 3 - Choice - Multiple Answers (Bullets) [Mandatory] 

How would you prefer to be notified about the education / investment seminars?  Select all that apply. 
 
 Email 
 Postcard 
 Statement stuffers 
 ING website 
 Posters at your agency 
 Not interested 
 Other, please specify 

 
 
 
 



Results of the DCPLUS Customer Satisfaction Survey Page 59 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

Page 2 - Heading  

ING Local Team 
 

Page 2 - Question 4 - Rating Scale - One Answer (Horizontal) [Mandatory] 

How would you rate the service provided by the ING local team? 
N o t  u s e d F a i r G o o d V e r y  G o o d E x c e l l e n t 

     
 

Page 2 - Question 5 - Rating Scale - One Answer (Horizontal) [Mandatory] 

How would you rate the knowledge level of the ING local team? 
N o  C o n t a c t F a i r G o o d V e r y  G o o d E x c e l l e n t 

     
 

Page 2 - Question 6 - Yes or No [Mandatory] 

Have you attended any of the events led by the ING local team? 
 
 Yes [Skip to 3] 
 No [Skip to 5] 

 

Page 3 - Heading  

ING Local Team (Events) 
 

Page 3 - Question 7 - Choice - Multiple Answers (Bullets) [Mandatory] 

What kind of events have you attended?  Check all that apply. 
 
 457 Education Meetings & Seminars [Skip to 4] 
 New Employee Orientation 
 Individual Meetings 
 Social Events 
 Other, please specify 

 
 
 
 [Skip Unconditionally to 8] 
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Page 4 - Heading  

457 Education Seminars 
 

Page 4 - Question 8 - Choice - Multiple Answers (Bullets) [Mandatory] 

Which of the following seminars have you attended? 
 
 Put Your House in Order 
 Basics of Investing 
 Put the Pedal to the Medal 
 Investing 101 
 Estate Planning Basics 
 Early Retirement 
 Asset Allocation 
 Budgeting 
 Staying the Course 
 Retirement Readiness 
 Other, please specify 

 
 

Page 4 - Question 9 - Rating Scale - One Answer (Horizontal) [Mandatory] 

How informative were these seminars to you? 
N o t  a t  a l l V e r y  B a s i c A v e r a g e V e r y  I n f o r m a t i v e 

    
 

Page 4 - Question 10 - Choice - One Answer (Bullets)  

During a quarter (3-month period), on average how many times have you attended a seminar? 
 
 Less than 2 
 Between 2 - 3 
 Between 4 - 5 
 More than 5 

 
 
 [Skip Unconditionally to 6] 
  

http://www.nkd-group.com/�


Results of the DCPLUS Customer Satisfaction Survey Page 61 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

Page 5 - Heading  

ING Local Team (Events) 
 

Page 5 - Question 11 - Choice - Multiple Answers (Bullets) [Mandatory] 

Why have you NOT attended any events offered by the ING local team?  Select all that apply. 
 
 They are held at times in which I am not available. 
 They are held at locations that are inconvenient for me. 
 I do not know when and where the events are held. 
 I do not see any benefit to attending. 
 I did not know that they have events. 
 Other, please specify 

 
 

Page 6 - Question 12 - Choice - Multiple Answers (Bullets) [Mandatory] 

Which of the following ING website related online retirement services, tools, and calculators have you used? 
 
 Morningstar Retirement Manager 
 My Retirement Outlook 
 The Income WIZARD 
 Online Education Library 
 Never used the website 
 None of the above 

 

Page 6 - Question 13 - Yes or No [Mandatory] 

Do you currently contribute to ANY retirement or deferred compensation plan? 
 
 Yes [Skip to 8] 
 No [Skip to 7] 

 

Page 7 - Heading  

Retirement (General) 
 

Page 7 - Question 14 - Choice - Multiple Answers (Bullets) [Mandatory] 

What are your reasons for NOT having a retirement or deferred compensation plan?  Check all that apply. 
 
 I have not given serious thought to my retirement years 
 I have a trust fund, inheritance, etc. 
 I was not advised about retirement options at my place of work 
 I prefer to save and have access to my money when I need it 
 The topic produces so much anxiety that I avoid it at all cost 
 Other, please specify 

 
 

http://www.nkd-group.com/�


Results of the DCPLUS Customer Satisfaction Survey Page 62 / 67 
Prepared By: The NKD Group, Inc.  (www.nkd-group.com)  Date: June 4th, 2010 

Page 8 - Heading  

Investment Strategy (General) 
 
(Please answer the following questions based on your current Investment Strategy whether it is the 457 Deferred 
Compensation Plan or Not) 
 

Page 8 - Question 15 - Choice - One Answer (Bullets) [Mandatory] 

Do you think you will be able to retire comfortably maintaining your current contribution amount? 
 
 Yes 
 No 
 Not Sure 
 I Do Not Invest 

 

Page 8 - Question 16 - Choice - One Answer (Bullets) [Mandatory] 

Based on your current contributions and investment strategy, what percentage of your current income do you expect to 
recieve during retirement? 
 
 80-100% 
 79-65% 
 64-50% 
 Below 50% 
 Not sure 
 I Do Not Invest 

 

Page 8 - Question 17 - Choice - One Answer (Bullets) [Mandatory] 

Is your investment allocation appropriate for your expected target retirement date? 
 
 Yes 
 No 
 Not Sure 
 I Do Not Invest 

 

Page 8 - Question 18 - Choice - One Answer (Bullets) [Mandatory] 

Have you changed your investment allocation due to the recent market volatility? 
 
 Yes 
 No 
 Not Sure 
 I Do Not Invest 

 

Page 8 - Question 19 - Yes or No [Mandatory] 

Is a personalized quarterly evaluation and recommendations for your investment strategy important to you? 
 
 Yes 
 No 
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Page 9 - Heading  

Investment Options 
 

Page 9 - Question 20 - Choice - One Answer (Bullets) [Mandatory] 

Would you like to see more investment options added to the DCPlus plan? 
 
 Yes [Skip to 10] 
 No [Skip to 11] 
 No Opinion [Skip to 11] 

 

Page 10 - Heading  

Investment Options 
 

Page 10 - Question 21 - Choice - Multiple Answers (Bullets) [Mandatory] 

Which of the following asset classes should be enhanced or added: 
 
 Fixed Income 
 Bond 
 Balanced 
 ETFs 
 Equity (large-, small-, mid-cap, and international) 
 Real Estate or REITS 
 Commodities / Metals / Futures 
 None (I am satisfied) 

 

Page 11 - Heading  

DCPlan Loan Option 
 

Page 11 - Question 22 - Choice - One Answer (Bullets) [Mandatory] 

Would you like to have a loan feature added to the DCPlus Plan? 
 
 Yes 
 No 
 No Opinion 

 

Page 11 - Question 23 - Choice - One Answer (Bullets) [Mandatory] 

If a loan feature were currently available in the DCPlus plan, would you have taken a loan in the past 12 months? 
 
 Yes 
 No 
 I would have considered it. 
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Page 11 - Question 24 - Choice - One Answer (Bullets) [Mandatory] 

If the DCPlus plan had a loan feature, would you be more likely to enroll and / or increase your contribution amount? 
 
 Yes 
 No 
 Not Sure 

 

Page 12 - Heading  

Overall 
 

Page 12 - Question 25 - Rating Scale - Matrix [Mandatory] 

Rate your overall satisfaction level with the following: 

 N o  C o n t a c t D i s s a t i s f i e d Somewhat Dissatisfied  S a t i s f i e d Very Satisfied 

D C P l u s  P l a n      

I N G  C u s t o m e r  C o n t a c t  C e n t e r      

I N G  L o c a l  T e a m      

I N G  a s  a  C o m p a n y      

Clar ity  of the Quarterly  Statement       

Timeliness of the Quarterly Statement       

 

Page 13 - Heading  

Demographics 
 

Page 13 - Question 26 - Choice - One Answer (Drop Down) [Mandatory] 

Please indicate your gender. 
 
 Male 
 Female 
 Prefer not to answer 

 

Page 13 - Question 27 - Choice - One Answer (Drop Down) [Mandatory] 

Please select the category that includes your age. 
 
 < 35 
 36 - 50 
 51 - 65 
 66 > 
 Prefer not to answer 
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Page 13 - Question 28 - Choice - One Answer (Drop Down) [Mandatory] 

Which one of the following best describes your marital status? 
 
 Single, never married 
 Married 
 Living with partner 
 Separated 
 Divorced 
 Widowed 
 Prefer not to answer 

 

Page 13 - Question 29 - Choice - One Answer (Drop Down) [Mandatory] 

Do you have children? 
 
 Yes 
 No 
 Prefer not to answer 

 

Page 13 - Question 30 - Choice - One Answer (Drop Down) [Mandatory] 

What best describes your level of education? 
 
 Less than 9th grade 
 Some high school 
 High school graduate or equivalent 
 Some college 
 Associate degree 
 Bachelor's degree 
 Graduate or professional degree 
 Prefer not to answer 

 

Page 13 - Question 31 - Choice - One Answer (Drop Down) [Mandatory] 

Which one of the following ranges includes your total yearly household income before taxes? 
 
 Under $15,000 
 $15,000 to $24,999 
 $25,000 to $34,999 
 $35,000 to $49,999 
 $50,000 to $74,999 
 $75,000 to $99,999 
 $100,000 to $149,999 
 $150,000 to $199,999 
 $200,000 and up 
 Prefer not to answer 
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Page 13 - Question 32 - Choice - One Answer (Drop Down) [Mandatory] 

What is your race / ethnicity? 
 
 White/Caucasian 
 Spanish/Hispanic/Latino 
 Black/African American 
 Asian 
 Pacific Islander 
 Native American 
 Other 
 Prefer not to answer 

 

Page 13 - Question 33 - Choice - One Answer (Drop Down) [Mandatory] 

Which one of the following best describes you? 
 
 Active Participant [Skip to End] 
 New Participant [Skip to End] 
 Returning Participant [Skip to End] 
 Non-Participant [Skip to 14] 

 

Page 14 - Heading  

Reason for Non-participation 
 

Page 14 - Question 34 - Rating Scale - Matrix  

What feature would most influence your decision to begin contributing to the 457 Deferred  Compensation plan? 

 N o t  I m p o r t a n t Somewhat Important I m p o r t a n t V e r y  I m p o r t a n t 

L o a n  p r o v i s i o n s     

M o r e  i n v e s t m e n t  o p t i o n s     

More self-help investment planning tools     

Better understanding about the 457 plan      
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Thank You Page 

Thank you for responding to the survey.  Your responses will enable us to better serve you the customer.  For our current 
investment options and retirement plans please click on: http://www.ingretirementplans.com/custom/dc 
<http://www.ingretirementplans.com/custom/dc> 
 

 
 
<http://www.ingretirementplans.com/custom/dc>  
 

Over Quota Page 

Maximum respondents needed for the survey has reached.  Thank-you for volunteering. 
 

 
 

Survey Closed Page 

Our survey for this year is closed. For information on our current investment and retirement options please click here: 
http://www.ingretirementplans.com/custom/dc <http://www.ingretirementplans.com/custom/dc> 
 

 
 
<http://www.ingretirementplans.com/custom/dc>  
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