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INTRODUCTION
From our annual survey of approximately 3,000 defined contri-
bution (DC) plan sponsors, DC plan providers are measured and 
evaluated according to feedback from their own clients. Major 
DC plan providers are rated in the various client categories they 
serve, and benchmark information is collected for plan sponsors 
to gauge their plans against their peers.

BEST-IN-CLASS AWARDS FOR THE STANDARD

Best in Class Award

 Received too few ratings in category and was thus
ineligible for recognition

1

	l

Participant Services <$5mm

$5mm– 
$25mm

$25mm– 
$50mm

Total 2020 Best In Class Awards 20 12 16

Enrollment materials/support

Print/Digital campaigns

In-person participant support

Financial wellness offerings 	l

Sponsor Services <$5mm

$5mm– 
$25mm

$25mm– 
$50mm

Plan management

Plan analytics/benchmarking

Plan reporting

Service Teams  and  Support <$5mm

$5mm– 
$25mm

$25mm– 
$50mm

Plan/Industry knowledge

Responsiveness/Consistency

Regulatory updates

Compliance support

Plan Administration <$5mm

$5mm– 
$25mm

$25mm– 
$50mm

Transaction processing

Beneficiary administration

Loan and withdrawal processing

Plan design flexibility

Payroll integration

Cybersecurity policies

Investments and Fees <$5mm

$5mm– 
$25mm

$25mm– 
$50mm

Traditional investment options

Custom investment options

Retirement income solutions

”Cost to value” of plan fees
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Best In Class Micro Market: Plan Assets <$5mm
(Minimum of 25 responses; Best in Class benchmark of 60%)

Number  
of Responses

Recommendation   
likelihood*

Number  
of Awards

1 Correll Co. 33 100%u 20

2 The Standard 30 97%u 20

3 Ascensus 119 92%u 20

4 Newport 29 90% 20

5 Voya Financial 30 86% 19

6 Securian Financial Group 32 83% 20

7 Empower Retirement 47 80% 14

8 OneAmerica 29 79% 17

9 CUNA Mutual Retirement Solutions 42 76% 15

10 Principal Financial Group 31 64% 10

11 John Hancock 30 61% 4

12 T. Rowe Price 40 49% 9

Small Market – A: Plan Assets $5mm – $25mm
(Minimum of 20 responses; Best in Class benchmark of 60%)

Number  
of Responses

Recommendation 
likelihood

  
*

Number  
of Awards

1 Securian Financial Group 33 94%u 20

2 Ascensus 91 94%u 20

3 Charles Schwab 22 86%u 20

4 OneAmerica 47 81%u 16

5 Empower Retirement 42 78% 18

6 T. Rowe Price 41 76% 17

7 The Standard 45 73% 12

8 AIG Retirement Services 22 71% 19

9 Newport 29 70% 15

10 John Hancock 23 65% 10

11 Voya Financial 55 64% 15

12 CUNA Mutual Retirement Solutions 26 64% 6

13 Transamerica Retirement 38 55% 3

14 Principal Financial Group 25 55% 6

u		The score was in the top quartile of all comparable scores  
for that area of service.

 

* Net Promoter, Net Promoter System, Net Promoter Score,  
NPS and the NPS-related emoticons are registered trademarks of  
Bain & Company, Inc., Fred Reichheld and Satmetrix Systems, Inc.
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Small Market – B: Plan Assets >$25mm – $50mm  
(Minimum of 20 responses; Best in Class benchmark of 60%)

Number  
of Responses

Recommendation 
likelihood

  
*

Number  
of Awards

1 Empower Retirement 31 93%u 17

2 Charles Schwab 23 87%u 21

3 Newport 23 87%u 17

4 OneAmerica 29 85% 16

5 The Standard 20 85% 16

6 Ascensus 29 82% 18

7 Voya Financial 21 81% 19

8 Transamerica Retirement 25 77% 10

9 AIG Retirement Services 25 63% 10

10 Principal Financial Group 31 64% 10

11 John Hancock 30 61% 4

12 T. Rowe Price 40 49% 9

u		The score was in the top quartile of all comparable scores  
for that area of service.

 

* Net Promoter, Net Promoter System, Net Promoter Score,  
NPS and the NPS-related emoticons are registered trademarks of  
Bain & Company, Inc., Fred Reichheld and Satmetrix Systems, Inc.
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2020 PLANSPONSOR DC Best in Class Awards

Methodology
The 2020 PLANSPONSOR Defined Contribution (DC) Survey summarizes plan sponsor satisfaction 
with DC recordkeeper offerings in 23 areas of service covering five broad categories: Participant Services; 
Sponsor Services; Service Teams and Support; Plan Administration; and Investments and Fees. Responses 
were gathered via an online questionnaire distributed to approximately 20,000 DC plan sponsors sourced 
from prior surveys and PLANSPONSOR’s subscription database; the questionnaire was also sent to client 
lists supplied by DC recordkeepers. A total of 2,343 usable responses was received by the close of the 
survey, late this past November. 

To qualify for inclusion in the published results, a provider had to meet quotas in each of six asset-based 
markets; see charts starting on page 20 for details. A total of 17 providers qualified for listing in at least 
one market. More information on the markets serviced by these providers and others can be found on 
page 29, as well as in our 2020 Recordkeeping Survey, available at  
PLANSPONSOR.com/research (free registration is required).

Best in Class Awards are based on sponsor satisfaction within a given area of service. Ratings were 
derived from the percentage of respondents “completely satisfied” (9 or 10 on a 10-point scale) less those 
that were “dissatisfied” (6 or less). The three highest-scoring providers in each service category earned a 
Best in Class Award, as did those providers with a net satisfaction rate above the asset group’s benchmark 
score, which is given in each chart.

Service Commendations were given to recordkeepers that did not receive Best in Class honors but 
exhibited strong client satisfaction within a service attribute—i.e., more than 70% of clients were 
“completely satisfied” with the service offering.

Results are presented by individual market to reflect differences in the competitive landscape. Leader 
boards are used to indicate the highest scoring providers in certain areas. Expanded listings are available at 
PLANSPONSOR.com. For more information, email surveys@issmediasolutions.com.

Net Promoter® Score 
For the past three years, PLANSPONSOR has used a modified version of Satmetrix Systems’ Net Promoter 
System (NPS®)* to measure sponsor satisfaction. Based on a single question—on a scale of 0 to 10, how 
likely are you to recommend a company to a friend or colleague?—NPS provides a single-metric snapshot 
of customer loyalty and has been shown to have strong correlation with positive business outcomes such 
as client retention and long-term growth. Because of these factors, NPS has become something of an 
industry standard for measuring and reporting client satisfaction.

NPS is calculated by subtracting the percentage of customers who are “detractors,” giving a score of 6 
or less, from the percentage who are “promoters,” giving a 9 or 10. The thinking is that this measure 
gives equal importance to clients who love a company’s product or services and to those who are less 
happy—and possibly at risk of leaving for a competitor that offers something better. “Passives”—7s and 
8s—are thought to be only somewhat satisfied and do not inf luence the final score. Forrester Research 
Inc. published its 2020 Net Promoter Benchmark report this past November and found that the top Net 
Promoter Score across 250 brands, representing 14 industries, was 59%, which roughly corresponds 
to the Best in Class benchmark used in the DC Survey. For additional information, please visit 
netpromotersystem.com. 

*Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered
trademarks of Bain & Company, Inc., Fred Reichheld and Satmetrix Systems, Inc.
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Information in this publication was prepared by PLANSPONSOR magazine and has been made possible by Standard Retirement Services, Inc (“The Standard”). This information is 
general in nature and is not intended to constitute legal or other expert advice on any particular matter. The Standard does not warrant, and is not responsible for, errors or omissions in 
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