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Board Members Present: Julie Ellsworth, Chair, State Treasurer  
Hayden Rogers, Office of the Governor (remote) 
Julie Oberle, Office of the Superintendent of Public Instruction  
Tim Davis, Office of the Attorney General  
Cameron Arial, Office of the Secretary of State (remote joined @ 2:43) 

Board Members Absent:  Patrick Hodges, Office of the Controller  
Others in attendance:  Dawn Hall, IDeal Executive Director 
    Goldie Bishop, Project Manager 
    Gunnar Amundson, Management Assistant 
    Lisa Stewart, Office of the Attorney General 

Laura Steffler, Office of the State Treasurer – remote 
Kyle Wagner, Ascensus 
Tom Hewitt, Ascensus 
Tony Marcuccio, Ascensus 

 

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 2:30 p.m.  

Introductions were made. 

The first item on the agenda was Ascensus response to customer service issues. Chair Ellsworth noted 
that the meeting was informational only and no actions would be taken at this meeting.  Dawn Hall 
summarized the issues and documents included in the Board packet. 

Tom Hewitt said that Ascensus takes full responsibility for the issues. He said they saw an unprecedented 
call volume across all plans that was well above forecast. He said Ascensus has never been so off forecast 
in the past. In November and December 2024, it became difficult to correct. He said it is Ascensus’ top 
priority to fix the issues before the next busy season at the end of the summer. 

Chair Ellsworth asked about the most recent Issue - Issue 3 in the documents. She expressed concern that 
the customer received no call back, was given incorrect information and now is working to remove 
accounts.  Thankfully the customer knew the information given was incorrect and spoke up to make us 
aware. She asked if most call center employees are working remotely. 

Tom Hewitt said Ascensus wants calls answered correctly and efficiently the first time if possible. He 
asked Tony Marcuccio to answer questions about the call center.   

Tony Marcuccio said all call center employees are remote but do have a supervisor they can call on hand 
at all times. There is a call back process in place to create an escalation request. For evaluating the call 



center and processes, they randomly sample calls from all reps each month and in some cases do live 
monitoring. 

Chair Ellsworth asked if call center employees are penalized for asking for a supervisor.  Tony Marcuccio 
explained that representatives are graded and evaluated on these. He said escalation in itself is not a 
reason for deduction but the reason for escalation can be. He also said they look more closely when there 
is a concern such as this one.  

He said they are looking at agent assist tools and are investing in a quality analytics tool to supplement 
existing processes.  

Chair Ellsworth asked if there has been a change in customer service since moving remote. 

Tony Marcuccio said there was right after the pandemic when this transition first occurred, but since then 
scores have been fairly consistent.  

Julie Oberle asked when the new tool would be up and running. 

Tony Marcuccio said in about a month. 

Dawn Hall asked how remote reps transfer escalated calls to a supervisor. 

Tony Marcuccio said they try to do live, with a hold and transfer, but if no one is available, then the caller 
goes to a call back process. He said there was a gap in the escalation process and this case helped them 
find it. Now escalations are tracked in the regular case management process instead of an email channel. 

He said in the past few weeks they have created a center of excellence manager to see what items are 
outstanding or need additional research and timeliness.  

Chair Ellsworth asked if the agent learns the correct answer if they have given an incorrect answer. 

Tony Marccucio said they do. 

Tim Davis asked why Ascensus decided not to hire temps during their busy season this past year. 

Tony Marcuccio said that in a remote environment, they can recruit nationwide which allows Ascensus to 
source better candidates. They will explore the temp model again in the future and have reevaluated the 
entire forecasting process. Typically, Ascensus sees a 50 to 60 percent increase in the busy holiday season 
but this time it was over an 80-90 percent call increase.  

He said they are currently hiring 80 plus new associates with 20 new associates currently in training. 

Cameron Ariel asked Tom Hewitt to walk through his April 4, 2025, letter to the Board and the efforts 
Ascensus has taken. 

Tom Hewitt explained Ascensus missed the mark on the forecast and was not prepared for the year-end 
call volume. He handed it over to Tony Marcuccioto explain how Ascensus is addressing this. 

Tony Marcuccio said they are undergoing analysis to understand drivers of calls. They have already 
adjusted forecasts for future busy seasons and know they need to do proper hiring, training and 
onboarding. They are trying to find ways to help associates find information more quickly. The next test 
is end of summer when next withdrawal season comes. 

Cameron Ariel asked who made the calls to not use temps during the busy season and why. 



Tom Hewitt said there wasn’t a decision not to answer calls. There was poor forecasting. Plan 
conversions contributed and took longer than anticipated. He also said the call back feature when call 
volumes are high wasn’t meeting expectations and so people were calling multiple times exacerbating the 
issue. It was hard to get out of the cycle. Tom Hewitt said ultimately it was his decision. 

Cameron Ariel asked who made the call to implement streamlined enrollment. 

Tom Hewitt explained the process. They don’t roll out to all plans at once but in phases. Since there are 
usually some issues, they roll out in smaller pockets with different clients to work out bugs.  

Chair Ellsworth asked who decided Idaho would implement the enrollment process.  

Dawn Hall said although she was not Executive Director at the time, it’s her understanding the process 
started in 2023, that IDeal was aware of it and the Board was notified about the new enrollment process. 
It was supposed to go live in October of 2024, but was delayed until November, pushing it into the busy 
season.  

Kyle Wagner said that they have tried to mitigate for these kinds of unforeseen circumstances during 
rollouts to have a more complete product before releasing in the future. 

Chair Ellsworth asked if they will avoid rolling out big things during busy season in the future. 

Cameron Ariel said maybe in the future we should not be cutting edge. 

Julie Oberle asked about the 80 new staff and if they are being hired due to turnover. 

Tony Marcuccio said the 80 are new positions. They do replace due to attrition, will adjust for that and 
they plan to continue to add more over the next few months. 

Cameron Ariel asked if it is possible to have dedicated staff to Idaho. 

Tony Marcuccio said they have primary teams and secondary teams and pods of plans with associates that 
have primary skills in a particular plan or set of plans but would not be able to dedicate staff just to Idaho. 
Ascensus is discussing segmenting call centers to be more dedicated to a particular plan or set of plans. 

In closing, Kyle Wagner said they take our relationship with IDeal seriously and want to deliver the best 
quality service to customers possible. He said as of now, the customers complaining to various board 
members have not moved accounts. He said assets do continue to increase as do the number of accounts 

Chair Ellsworth said the Ascensus customer service issue will be an item on the May action agenda for 
any follow-up. 

With no other new business or questions, the Chairman adjourned the meeting at 3:28 pm. 

 

 

 

 

 

 


