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What to Expect From the RFP Process

Benefit plans employ a variety of service 
providers to deliver benefits effectively.
• Trustees have a responsibility to evaluate service 

providers on an ongoing basis.
• Periodically, it’s necessary to replace an existing 

service provider or add a new service 
provider to the team.
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What to Expect From the RFP Process

Trustees commonly issue a Request for 
Proposals (RFP) when services are needed.

• An RFP is a formal way of 
describing the requirements 
and needs of the organization 
with potential service 
providers and obtaining bids 
based on those requirements.
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What to Expect From the RFP Process

Benefit plan services vary in complexity.
• Short-Term Services 

– One-time meeting venue
– Health fair vendor

• Ongoing Longer-Term 
Services
– Actuarial and consulting 

services
– Benefit administration software 
– Legal services
– Pharmacy benefit manager 

(PBM) services
– Third party administrator 

services
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What to Expect From the RFP Process

The complexity of the services you are 
soliciting will dictate the complexity and 
formality of your RFP process.
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What to Expect: A Sample RFP Cycle
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What to Expect: RFP Timeline

Conducting an RFP and implementing a new 
service provider is not an overnight process.
• A typical RFP cycle may take 3–6 months or longer 

to complete.
• Once the RFP itself is complete and 

a service provider has been 
selected, there is typically an 
implementation period as well.
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What to Expect: RFP Timeline

RFP Milestone Date 
Trustees Direct Fund Professional to Conduct RFP January 1, 2023
Candidates Selected and RFP Issued January 15, 2023
Letter of Intent Due from Candidates January 21, 2023
RFP Responses Due from Candidates February 15, 2023
Trustees Evaluate Responses and Select Finalists March 15, 2023
Trustees Conduct Finalist Interviews April 15, 2023
Winning Candidate Selected and Notified May 1, 2023
Implementation and Contracting May–August 2023

Sample RFP Timeline—TPA
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• What is an RFP?
– A request for proposal (RFP) is both the process and documentation used in 

soliciting bids for potential business or IT solutions required by an enterprise or 
government agency. 

– The RFP document typically outlines a statement of requirements (SOR) to be 
met by prospective respondents wishing to make a bid to deliver the required 
solutions. 

– It might cover products and/or services to meet 
the given requirements. 

– The RFP documentation also typically covers the 
“related procurement process, evaluation criteria, 
commercial terms and conditions, timeliness and 
activities involved, and what respondents should 
include in their RFP response.

When Do You Need an RFP?

Source: “Request for Proposal (RFP)” (Gartner Glossary)

F04.1-10



• To obtain an “apples to apples” comparison on costs and 
functionality
– An RFP requires all vendors to bid on the same requirements through a 

uniform process.
• To leverage competitive bids to get the most for your money

– When you issue an RFP, you let vendors know they’re part of a 
competitive bid process. 

– This creates an incentive for 
vendors to offer the version 
of their product or service that 
best meets the needs of the 
Funds at the best price. 

Why Conduct a Formal RFP Process?

F04.1-11



• To learn more about the vendors themselves
– The data you gather from vendors during the RFP process will 

tell you about their industry experience, what other clients they 
service, financial stability and more. 

• To define the terms of the contract
– The RFP and the vendor response (i.e., functional requirements, 

fees, etc.) ultimately become an essential 
part of the contract between the Funds 
and the selected vendor.

• To ensure you are paying a fair 
price for services

Why Conduct a Formal RFP Process? 
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• Benefit Administration Systems
– These line of business software 

systems allow Funds to 
administrate and process 
benefits for their participants.

– These systems typically include 
modules such as Contributions, 
Eligibility, Claims, Pension, Annuity, etc.

Common RFPs for Funds—Technology
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• Phone systems
– These line of business systems allow Funds to service 

their participants using voice and data technologies.
– These systems typically include features such as call 

routing, call center, voicemail, call recording, soft 
phones, mobility, etc.

Common RFPs for Funds—Technology
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• Websites
– These self-service systems 

allow Funds to service their
participants using web-based 
technologies.

– These systems typically include 
corporate websites and participant portals that allow 
participants to access their benefits on-demand.

Common RFPs for Funds—Technology
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• Enterprise Content Management Systems (ECM)
– These systems allow Funds to 

incorporate imaging 
technologies into their benefits 
administration systems. 

– These systems typically include 
features such as scanning, 
indexing, optical character 
recognition (OCR), document 
management, workflow, etc.

Common RFPs for Funds—Technology
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• Managed Service Provider (MSP)
– An MSP delivers services, 

such as help desk support, 
network and security 
administration, desktop and 
application support, etc.

– MSP services are ideal for 
Funds that have limited or no full-time IT resources to 
support their IT environment.

Common RFPs for Funds—Technology
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• Managed Security Service 
Provider (MSSP)
– An MSSP can provide a 

complete outsourced security 
solution for an organization. 

– An MSSP delivers services that provide security 
monitoring and incident response for an organization’s 
networks and endpoints (e.g., servers, workstations, 
devices, etc.).

Common RFPs for Funds—Technology
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• Accounting Systems
– These software systems allow 

Funds to manage their financial 
activities such as revenue, 
expenses and liabilities.

– These systems typically include 
modules such as accounts payable, accounts 
receivable, fixed assets, etc.

Common RFPs for Funds—Technology
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• Prescription drug services
• Vision services
• Mental health and 

substance use disorder 
services

• Plan professional searches
• TPA searches

Common RFPs for Funds—Administrative
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• Evaluating the current system or service 
that is in place in detail.

• Developing the requirements for the new 
system or service.

• Researching viable vendor candidates for 
the new system or service.

• Writing a formal RFP and distributing it 
to approved vendor candidates.

• Comparing proposed solutions and costs 
submitted by vendor candidates.

Typical Activities for an RFP Process
• Participating in vendor due diligence visits 

and demonstrations.
• Participating in site visits to client sites 

where vendor finalists have implemented 
their proposed solutions.

• Participating in project meetings throughout 
the duration of the RFP process.

• Selecting a vendor candidate
• Participating in vendor contract negotiations 

with legal counsel.
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• The acronym RFI stands for request for information. 
• A request for information is a process used to ask 

vendors about their products and 
services. 

• Often, RFIs gather 
general information, 
market details and 
solution ideas for 
planning purposes.

Should You Consider an RFI?
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• An RFI is typically intended to identify and narrow down 
a list of vendor candidates

• Serves as a casual introduction to vendors
• Offers a general overview of the vendor landscape
• Asks open-ended, high-level questions
• Used in the early stages of the buying 

process to refine vague project 
requirements

Should You Consider an RFI? 

Source: “RFI vs RFQ vs RFP: Which should it be?” (RFP 360)
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RFI vs. RFP
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RFPs establish two-way communication 
between the trustees and the bidders.

RFP Components

• The RFP process facilitates an exchange of 
information.

• The RFP includes informative and 
inquisitive components.

• Both parties are evaluating whether the 
business relationship would be a good fit.
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Typical informative RFP components include: 
• Instructions to bidders

– Deadlines, rules and requirements
• Description of required services

– List of required services
– Current transaction volumes and metrics

• Background about benefit funds
– Narratives, plan documents and reports

RFP Components
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Typical inquisitive RFP components include: 
• Questionnaire
• Request for supporting documents

– Sample reports
– Business licenses, cyber security reports, 

insurance policies, financial reports, etc.
– Sample contract

• Request for client lists and references.

RFP Components
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An instrumental component to an RFP is a 
standard questionnaire.
• A standard questionnaire helps Trustees 

objectively compare bidders by asking the 
same questions of all candidates.

RFP Components: The Questionnaire
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Questionnaires solicit simple and complex 
information from the bidders.
• RFP questionnaires can help you get past superficial 

information.
• Today’s RFP questionnaires include probing questions that 

help trustees evaluate an organization’s culture, values, 
stability and business resiliency.

RFP Components: The Questionnaire
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A thorough questionnaire helps trustees assess the 
basics.
• Background and experience

– Who are you? How long have you been in business? Where is your office 
located? What does your client base look like?

• Capabilities
– What services do you offer? Can you provide the services we need? Have 

you provided the services to anyone else?
• Competitiveness of fees

– What are your proposed fees? What is included in your fees? What 
additional costs and expenses may apply?

RFP Components: The Questionnaire
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. . . And beyond the basics
• Financial stability

– What is the organization’s ownership structure? 
– What is their financial status? Will they provide 

evidence?
• Business resiliency

– What is the organization’s succession plan? 
– What is their approach to Diversity, Equity and 

Inclusion (DEI)?

RFP Components: The Questionnaire
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DEI Questions in an RFP may help trustees 
gain insight about an organization’s culture, 
values and business resiliency.

RFP Components: The Questionnaire
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Diversity is the collective mixture of differences and 
similarities that includes individual characteristics, values, 
beliefs, experiences, backgrounds, preferences and 
behaviors. 
Equity in the workplace refers to fair treatment in access, 
opportunity and achievement for all individuals.
Inclusion is the achievement of a work environment in 
which all individuals are treated fairly and respectfully, have 
equal access to opportunities and resources, and can 
contribute fully to the organization’s success. 

RFP Components: The Questionnaire

Source: Society For Human Resources Management (SHRM)
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RFP Components: The Questionnaire
Sample DEI Question in an RFP
“XYZ Benefit Plan is seeking a partner whose workplace 
values translate into a customer experience that treats our 
diverse participant population and all stakeholders with 
dignity and respect. 
Please provide a copy of your company’s diversity, equity 
and inclusion policy, fair labor standards, as well as any 
supplemental materials that demonstrate your organization’s 
commitment to diversity, equity and inclusion.”
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RFP Components: The Questionnaire

DEI questions are more commonly being 
included in RFPs today.
• Organizations cite different reasons for including 

DEI questions in their RFPs. 
• Trustees may decide if including these 

questions is valuable to them and 
their organizations.
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• Business Requirements
– These include high-level statements of goals, objectives, and needs. 
– Business requirements do not include any details or specific features. 
– They just state the problem and the business 

objective to be achieved.
• User Requirements

– The needs of discrete stakeholder groups (top-level 
managers, nonmanagement staff, participants, etc.) 
are specified to define what they expect from a 
particular solution. 

– This group serves as a bridge between the generalized business requirements and specific 
solution requirements. 

– They are outlined in a User Requirements Specification and can include, for example, ability 
to create various reports, view order history and status, manage customer databases, etc.

The Importance of Requirements
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• Solution Requirements
– Solution requirements describe specific 

characteristics that a product or service 
must have to meet the needs of the 
stakeholders and the business itself. 

– They fall into two large groups which 
are called Functional Requirements 
and Non-Functional Requirements.

• Functional Requirements
– Define what a product or service must do, what its features and functions are.

• Non-Functional Requirements
– Describe the general properties of a system or service. They are also known as 

quality attributes.

The Importance of Requirements
(continued)

Source: “Functional and Nonfunctional Requirements: Specification and Types” (altexsoft)
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Functional Requirements vs. 
Non-Functional Requirements
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What Can Happen If Requirements Are Not 
Accurately Captured—Video Break
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• Usability Issues (Non-Functional Requirements)
– One user didn’t know how to put in his access code
– One user didn’t realize he was on mute

• Training/Protocol Issues (User Requirements)
– Dog barking in the background
– Espresso machine in the background (Starbucks)

• Reliability Issues (Non-Functional Requirements)
– Early attendee departure—Fake dead zone
– One attendee (Dave) did not signify he was in 

attendance until the end of the meeting
• Efficiency of the meeting (Business Requirement)

– Dave and Beth agree that the recap email to be sent by Beth could take the place of the whole 
meeting

Video Debrief—What Went Wrong?

Source: “A Conference Call in Real Life” (YouTube)
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1. Not understanding the needs of the business
2. Inability to reach consensus on priorities
3. Lack of clarity and execution strategy
4. Not starting with the end customer
5. Unclear requirements

5 Top Reasons Why Software Projects Fail

Source: “14 Common Reasons Software Projects Fail (And How To Avoid Them)” (Forbes)
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Who should be involved with the RFP process from start 
to finish? 
It depends . . .
• Things to consider when determining the stakeholders:

– Complexity
– Subject matter expertise
– Budget and costs
– Internal and external resources 

available
– Time constraints
– Business requirements
– User requirements
– Solution requirements

Managing Your RFP

F04.1-42



Select a strong point person to effectively 
manage your RFP process.

• Trustees are integral to the RFP 
process as the decision makers.

• Trustees do not typically handle the 
day-to-day RFP activities and tasks; 
they delegate them to parties who 
are most qualified to complete 
them.

Managing Your RFP

F04.1-43



Managing Your RFP

Evaluate your available resources to manage 
your RFP.
• Fund Office

– Fund Administrator and Assistant Administrator
– Fund Staff

• Service Providers 
– Existing Professional Advisors

• Fund Counsel
• Fund Consultants
• Third Party Administrator

– Outside Professional Advisors
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Managing Your RFP

Consider what expertise is needed when 
selecting someone to manage your RFP.
• Industry standards
• Best practices
• Insurance requirements
• Timing considerations
• Contracting requirements
• Other legal considerations
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Managing Your RFP

Consider what experience will be valuable in 
the RFP process.
• Wide exposure to potential candidates
• Real-life experience with bidders
• First-hand knowledge of competitive 

marketplace
• Familiarity with the implementation 

process

F04.1-46



Managing Your RFP

Selecting a knowledgeable, experienced 
party to manage your RFP has many 
advantages.
• Project management and oversight
• Well-informed RFP development
• Guidance on priorities and evaluation
• Clear presentation of results
• Assistance with contracting and implementation
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RFP responses tell a story.
• A well-developed RFP solicits responses that tell 

a story about who the service provider is and 
what they have to offer you as their future 
client.

Gaining Insight on RFP Responses
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The stories are indicative of an 
organization’s culture.

Gaining Insight on RFP Responses

• Whether the RFP response you are 
evaluating is a quick read or a lengthy 
novel, it contains clues and details to 
help you get to know the bidder.
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Methodically evaluate the responses to select 
the best candidate.

Gaining Insight on RFP Responses

• RFP responses contain a lot of 
information

• It’s easy to get “analysis 
paralysis”
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Gaining Insight on RFP Responses

Nice to 
Have

Need to 
Have

Want to 
Have

Remain focused on your priorities.
• What is “Need to Have” vs. “Want 

to Have” and “Nice to Have”
• Evaluate how each bidder’s 

proposal satisfies your priorities
• Eliminate bidders that don’t meet 

your “Need to Have” priorities
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Comparative Summaries are Helpful 

Gaining Insight on RFP Responses

Question Service 
Provider A

Service 
Provider B

Service 
Provider C

Where is your home 
office located? Miami, FL Nashville, TN Irvine, CA

How long have you been 
in business? 28 Years 40 Years 5 Years

How many Taft-Hartley 
Defined Benefits Pension 
Plans do you administer?

20 40 6
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Gaining Insight on RFP Responses

Read Between the Lines for Deeper 
Insights
• What impression does the response 

package give?
• Were instructions followed?
• Were all questions answered?
• How in-depth or superficial are the 

responses?
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Key Takeaways Session 
Evaluation—
Scan this 
QR code.

Session 
eval QR 

code here

• RFPs help trustees select a service provider that is a good fit
• Leverage an RFP process when you’re ready to shop around and 

evaluate the details before selecting a solution
• Leverage an RFI process when you’re looking for information or 

you’re not sure what solution might solve your problem
• Obtaining accurate requirements is the most important component 

of the RFP process.
– Accurate requirements lead to successful vendor solutions that can be successfully 

implemented and meet expectations
– Inaccurate requirements lead to unsuccessful vendor solutions that have a high risk of 

failure and high risk of not meeting expectations

• A qualified party should manage your RFP for improved outcomes
• Avoid analysis paralysis when reviewing RFP responses by

– Focusing on your priorities
– Relying on your experts
– Reading between the lines
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