IDEAL
State College Savings Program Board
February 13, 2025
Meeting Minutes
Idaho Capitol, Treasurer’s Office

Board Members Present: Julie Ellsworth, Chair, State Treasurer
Hayden Rogers, Office of the Governor (Joined @ 9:19)
Julie Oberle, Office of the Superintendent of Public Instruction
Tim Davis, Office of the Attorney General
Patrick Hodges, Office of the Controller
Cameron Arial, Office of the Secretary of State

Others in attendance: Dawn Hall, IDeal Executive Director
Merissa Landers, Board Secretary, Office of the State Treasurer
Goldie Bishop, IDeal Project Manager
Gunnar Amundson, IDeal Management Assistant
Lisa Stewart, Office of the Attorney General
Alex Ford, Callan & Associates
Amanda White, Vanguard — remote
Molly Peterson, Ascensus — remote
Lindsey Tobin, Ascensus — remote
Laura Steffler, Office of the State Treasurer — remote

Public notification was made in accordance with the Idaho Open Meeting Act for a board meeting of the
State College Savings Program Board in E228, State Treasurer’s Office, in the Idaho Capitol. A roll call
was taken. With a quorum being present, Chairman Ellsworth called the meeting to order at 9:00
a.m.

The board began with the item on the consent agenda, which was the review and approval of the
November 21st, 2024, meeting minutes.

Patrick Hodges made a motion to approve the November 21st, 2024, minutes. It was seconded by
Julie Oberle, and the motion passed unanimously.

The board then moved on to the items on the Information Agenda, the first being a Review of the Flash
Report by Alex Ford, Callan & Associates. He discussed the performance of the fund over the last quarter
and noted that it had been performing well.

Chairman Ellsworth thanked Alex Ford for his presentation and asked if there were any questions. There
were none.

The board moved on to the Quarter One Report by Amanda White, Vanguard. She went over the global
asset class returns over the last year and noted that equity and bond markets were down at the end of
quarter four of last year.

Chairman Ellsworth thanked Amanda White for her presentation and asked if there were any questions.
There were none.

The board moved on to the last item on the Information Agenda, which was an Investment Market Update
by Alex Ford. He discussed equity and stock market returns and market expectations.



Chairman Ellsworth thanked Alex Ford for his presentation and asked if there were any questions. There
were none.

The board then moved on to the Action Agenda, with the first item being a discussion of Vanguard Proxy
for Election of Fund Trustees by Amanda White. She discussed a proxy vote for the election of trustees
for Vanguard at the end of February. The board was advised that they have one vote, and they can cast it
on the paper ballot provided or request that Ascensus votes on their behalf.

Chairman Ellsworth asked when the proxy vote was due.
Amanda White said it was due before February 26™, 2025.

Julie Oberle asked if having Ascensus vote on the board’s behalf was something that they have done in
the past.

Amanda White said that she was not sure if this happened during the last proxy vote in 2017.

Tim Davis made a motion to direct Ascensus to vote on behalf of the board in favor of the trustees.
It was seconded by Patrick Hodges, and the motion passed unanimously.

The board moved on to the next item, which was a discussion of Ascensus Customer Service issues by
Dawn Hall, IDeal Executive Director, and Molly Peterson, Ascensus. Dawn Hall started by talking about
customer service issues, including up to an hour-long wait for calls to be answered during the peak season
in December and January compounded by issues of password problems, email problems and pixel
tracking problems. The pixel tracking and password issues were related to security features in the new
streamlined enrollment process Ascensus implemented at the end of October 2024. In February, Ascensus
discovered that prospect emails for Year End and Ugift did not go to all intended recipients. Dawn Hall
said one of the worst parts was finding out about the issues by receiving an increased number of customer
complaints instead of Ascensus proactively informing IDeal about the issues.

Molly Peterson said that some of the issues were caused because Ascensus took on additional business
and did not staff appropriately to handle the additional business. She said Ascensus has talked about ways
to ensure this perfect storm would not happen again.

Dawn Hall said the pixel tracking and password problems have been resolved.

Chairman Ellsworth asked if they were still getting a high volume of calls.

Molly Peterson said that other than a small uptick a couple of weeks ago, it has slowed down.

Chairman Ellsworth asked when those changes will be in place.

Molly Peterson said that they are in analysis mode at this point, but that Ascensus is feeling confident that
any other remedies that need to be made should be made by quarter two or three to prepare for the high

call volumes predicted in quarter four.

Chairman Ellsworth asked why we did not see this problem at the front end of the fall high call volume
period.

Molly Peterson said that there was an effect that compounded the issue, which was that people would call
on peak days and utilize the call-back feature, miss the call-back from Ascensus, and call back again,



putting them back in the call-back queue. It could happen two or three times to the same caller. Molly
Peterson said Ascensus did try to mitigate the issues.

Chairman Ellsworth asked what Ascensus has in place so that the board will be notified of issues rather
than learning about them from a customer.

Molly Peterson said that the call center leadership is aware now that if something like this is happening,
they need to reach out to management immediately.

Cameron Arial asked if the board could get a more detailed report of what happened including what
streamlined enrollment process was implemented, since it should improve the enrollment process. He
asked Molly Peterson if she could give the board a better understanding of what was going on at
Ascensus that would have them implement certain things at the same time that created the storm. He also
asked if there would be any compensation to the board for the issues.

Molly Peterson said that the onboarding of a new clients had an impact because Ascensus did not have a
forecast for what the impact of onboarding would be at the time; so, they did not hire enough people. The
new enrollment process being implemented also played a role. It had additional security features,
specifically surrounding two-factor authentication affecting password manager programs. Some
customers did not have a mobile device attached to the account, which was needed to complete the two-
factor authentication process, so they needed to call Ascensus to get that changed. Going forward, Molly
Peterson said Ascensus was going to send out more information ahead of time to make customers aware
of this new process and to update phone numbers if needed. At the same time customers also had
password autofill issues. Molly Peterson said that some customers were running into issues using the
password manager on their computer because there were some programs that Ascensus had not accounted
for or coded for, and there are so many options out there for people to use.

Cameron Arial asked what the thinking was as to the timing of the implementation of all of these
programs at the same time, and who at Ascensus was in charge of making those decisions, as well as what
accountability would look like for Ascensus.

Goldie Bishop stated that this issue needs to be taken very seriously as it impacted the IDeal program
negatively, not just in customer complaints, but the program experienced 83 rollouts (money being moved
to other 529 plans) for a total of $1.6 million compared to only 25 rollouts the same period in the previous
year. Additionally, the pixel tracking would affect the ability to track activity on the website for both this
year and next year, which impacts the ability to track the efficacy of the marketing efforts and evaluate
the efficacy of digital advertising this year and next.

Molly Peterson said that she would get back to the board on that.

Dawn Hall mentioned that the staff for IDeal was in contact with Ascensus at the time, and did know that
these changes were being implemented, not realizing that it would have the impact that it did.

Chairman Ellsworth thanked Molly Peterson and asked if there were any more questions. There were
none.

The board moved on to the next item on the Action agenda, which was a discussion of the Marketing,
Donation and Sponsorship Policy.

Tim Davis asked if this was something that IDeal had put together on their own, or if they had been
approached by the Division of Financial Management on this matter.



Chairman Ellsworth said that the Division of Financial Management reached out to the Treasurer’s Office
directly.

Hayden Rodgers said that the Treasurer’s Office is not necessarily included in the statute that requires
this policy and reporting process.

Tim Davis said that he did not believe IDeal needed to go as far as to keep track of the marketing
partnerships, and to just leave it as donations and sponsorships.

Goldie Bishop noted that all of the marketing dollars come from Ascensus, and that nothing about the
[Deal program is State funded, it is all self-funded.

Tim Davis made a motion to eliminate any references or uses of the word “marketing” from the
proposed policy, make a couple other clerical edits, and bring a revised version of the proposed
policy to the next board meeting. It was seconded by Patrick Hodges, and the motion passed
unanimously.

The board moved on to the Modifying Investment Options Update by Amanda White and Molly Peterson.
Amanda White said that she and Kyle Wagner are still studying the changes suggested by Alex Ford at
the November meeting. They will make a formal recommendation about this at the next board meeting in
May where it will be an action item for the board. She stated that there would most likely be no changes
made to fees.

Chairman Ellsworth thanked Amanda White for her presentation and asked if there were any questions.
There were none.

The board moved on to the next item on the Action Agenda, which was the Updates to the Website Link
Policy. These were just changes to formalize the decision made at the last meeting to remove a link from
the board’s website.

Hayden Rogers made a motion to approve the proposed website link updates. It was seconded by
Cameron Arial, and the motion passed unanimously.

The board moved on to the next item on the Action Agenda, which was the Updates to Investment Policy.
The only update was changing the executive director’s name to Dawn Hall.

Hayden Rogers made a motion to approve the proposed investment policy updates, seconded by
Cameron Arial, and the motion passed unanimously.

The board moved on to the last item on the Action Agenda, which was the Telecommuting Agreement for
Gunnar Amundson.

Cameron Arial made a motion to approve the telecommuting agreement, seconded by Tim Davis,
and the motion passed unanimously.

The board moved on to the next item on the Information Agenda, which was the Executive Director
Report by Dawn Hall. She noted that December and January performed well, and that while February is
lagging a bit behind last year, IDeal had a couple of promotions running that were helping increase
engagement. She discussed some new partnerships and gave an update on the marketing that IDeal has
been working on recently.



Chairman Ellsworth thanked Dawn Hall for her presentation and asked if there were any questions. There
were none.

The board moved on to the next item on the Information Agenda, which was the Q2 FY2025 Performance
Report by Molly Peterson, Dawn Hall, and Goldie Bishop. Molly Peterson went over the executive
summary, account activity, the plan snapshot, asset activity, and mobile app engagement.

Cameron Arial asked how many of the account holders have or use the mobile app.
Molly Peterson said she would follow up with that number.

Goldie Bishop continued the presentation and noted that there was an increase of 35% of people coming
to their website. She also talked about sponsorships, the success of marketing the mobile app, and
takeaways from the last quarter.

Julie Oberle asked if there was a way to make the IDeal contribution from State employee paychecks a
percentage rather than a set amount.

Dawn Hall said she would look into that and get back to the board.

Chairman Ellsworth thanked Molly Peterson, Dawn Hall, and Goldie Bishop for their presentation and
asked if there were any questions. There were none.

The board moved on to the last item on the Information Agenda, which was a Budget Update by Dawn
Hall and Goldie Bishop. Dawn Hall discussed the Administrative Budget, and Goldie Bishop discussed
the Marketing Budget.

Chairman Ellsworth thanked Dawn Hall and Goldie Bishop for their presentation and asked if there were
any questions. There were none.

The last item on the agenda was an introduction of the Governor’s Designee for the board, Hayden
Rogers.

With no other new business or questions before the Board, Chairman Ellsworth adjourned the
meeting at 10:41 a.m.



