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CollegeCounts 529 Fund  - Summary Page (December 31, 2023 Program Disclosure Statement)

• U.S. citizens and resident aliens who are at least 19 years old
• Individual, UTMA/UGMA custodian, trust, certain entities, 501(c)(3)

Account Owner Eligibility

• U.S. citizen or resident alien with a valid Social Security number
• May be of any age

Beneficiary Eligibility

• No minimum or ongoing contribution required
• $475,000 per beneficiary

Contributions
Minimum
Maximum

• Contributions tax deductible up to:
• $5,000 per tax return
• $10,000 if married filing jointly and both contribute

Alabama State Income Tax 
Deduction

• Tax-deferred growth
• Tax-free withdrawals for qualified college expenses

Federal Income Tax Benefits

• Tuition, fees, books, supplies, equipment required for enrollment
• Room & board if enrolled at least 1/2 time
• Computers, related peripheral equipment, computer software, internet access
• K-12 Tuition (up to $10,000), Apprenticeship Expenses, Repayment of Student Loans ($10,000)

Qualified College Expenses

Direct Plan Costs

• none
• none

Set-up Fee
Annual Account Fee

• noneState Fee

• 0.17%Program Management Fee

Range Average
• Age-Based Portfolios                0.04% - 0.07%                  0.05%
• Target Portfolios                       0.04% - 0.07% 0.05%
• Individual Fund Portfolios       0.00% - 0.62%                  0.18%

Underlying Fund Costs

• noneUpfront Sales Charge or Trails

• Vanguard, T. Rowe Price, DFA, PGIM, PIMCO, Fidelity, and Dodge & CoxFund Families

Advisor Plan Costs

• none
• $12  (waived for accounts with an Alabama owner or beneficiary)

Set-up Fee
Annual Account Fee

• 0.07%State Fee

• 0.21%Program Management Fee

Range Average
• Age-Based Portfolios                0.27% - 0.42%                  0.40%
• Target Portfolios                       0.27% - 0.42% 0.38%
• Individual Fund Portfolios       0.00% - 0.88%                  0.40%

Underlying Fund Costs

A            B*            C              F   .
• Sales Charge                                          3.50%      none none none
• Annual Account Servicing Fee            0.25%     0.25%      0.50%     none
• Contingent Deferred Sales Charge     none 5%           none none

* CLOSED to new investors.  5% CDSC declines over 5 years - convert to A shares in year 8

Upfront Sales Charge or Trails

• T. Rowe Price, DFA, Northern Funds, PGIM, Fidelity, American Century, Vanguard, 
Principal, Neuberger Berman, AllianceBernstein, BlackRock, Parametric, PIMCO, 
and State Street

Fund Families



Executive Summary

1

• Assets & Accounts
• Total Plan Assets $2.676 bil + 2.1% QTR / + 12.7% 1yr

• Advisor $1.503 bil |  Direct $1.173 bil
• Total accounts 120,127

• Advisor 66,749  |  Direct 53,378
• Total Contributions YTD 2024 $113.5 mil

• Alabama residents
• Alabama Plan Assets $1.901 bil + 2.8% QTR / + 17.0% 1yr
• Alabama accounts 77,498
• Alabama contributions YTD 2024 $97.4 mil

• Rollover Contributions YTD 2024
• Direct Plan $7.045 mil
• Advisor Plan $5.555 mil
• Rollovers Dollars (Alabama Account Owner) 93.2%

• Age-Based Accounts & Assets Accounts Assets
• Direct Plan 66.0% 58.0%
• Advisor Plan 70.3% 63.1%  

• Plan Asset Allocation
• Direct Plan 63.4% equity
• Advisor Plan 54.1% equity

• Average Age
• Account Owner 52.2 years
• Beneficiary 14.3 years

• Account size Alabama Program
• Average account size $24,533 $26,307 
• Median account size $10,646 $10,496
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Total Plan Assets
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Executive Summary – Total Contributions (2018 - 2024)
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Total Contributions by quarter (2009 – 2024)

Q1 2024 versus

+ 10.4%Q1 2023
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Total Contributions by Calendar Year (2009 – 2024)
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$48,274,442
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Alabama Contributions by quarter (2010 - 2024)

Program Manager



$29,667,956
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Alabama Contributions by Calendar Year (2010 - 2024)
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Schwab 529
$362,535

my529 (UT)
$659,276

Merrill Lynch
$546,258

NY 529
$473,774

Fidelity Advisor (NH)
$754,047

College America (VA)
$4,551,666

Vanguard 529
$343,660

NextGen (ME)
$471,049

USAA (NV)
$307,347

Edward Jones
$986,516

Other 529s
$3,144,019

Rollovers IN ($12.6 mil)

12

2024 Rollover Activity

Program Manager

Other 529s
$1,563,723

Fidelity Brokerage
$1,979,371

Vanguard 529
$212,984

CollegeAmerica (VA)
$1,491,828

Schwab 529 
$191,143

Morgan Stanley 
$1,121,453

New York 529
$201,524

Florida 529 
$202,756 Path2College

$168,055

Rollovers OUT ($7.1 mil)

Rollovers OUT
To a Direct-Sold Plan

Rollovers OUT 
To an In-State PlanRollovers OUTRollovers IN

47.8%42.5%$1.274$7.045Direct

15.7%9.5%$5.859$5.555Advisor

21.4%15.4%$7.133 mil$12.600 milT o t a l



Account Owner
28.7%

Acct Owner (Bank Acct)
48.3%

School
16.1%

Beneficiary
6.9%

YTD 2024 Withdrawals ($83.1 mil)

University of 
Alabama
$716,133

Auburn University
$685,828

Samford 
University
$583,559

Troy University
$142,156

University of 
South Alabama

$150,972

Withdrawals Paid Direct to Colleges ($12.2 mil)

YTD 2024 Withdrawal Activity
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Top 5 Alabama colleges by withdrawal amounts
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Accounts (Calendar Year)
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New Alabama Accounts

Direct Advisor Total
2013 2,734 3,708 6,442
2014 2,847 3,820 6,667
2015 2,984 3,521 6,505
2016 3,110 3,369 6,479
2017 4,197 3,645 7,842
2018 4,543 3,560 8,103
2019 4,712 3,479 8,191
2020 4,726 4,111 8,837
2021 5,661 3,850 9,511
2022 4,385 2,913 7,298
2023 4,929 2,880 7,809
2024 2,696 1,506  4,202

Program Manager

Q 1 Q 2 Q 3 Q 4



New Direct Accounts by month
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New Advisor Accounts by month
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Largest Broker Dealers

1) Morgan Stanley 

2) Edward Jones & Co.

3) LPL Financial Corp.

4) Wells Fargo Advisors 

5) Raymond James

Largest Broker Dealers

18

Largest Broker Dealers (Alabama)

1) Edward Jones & Co

2) Morgan Stanley

3) Raymond James

4) Wells Fargo Advisors 

5) LPL Financial

Program Manager



Fee Structure A
1,020,677,577 

38%

Fee Structure B
8,219,850 

0%

Fee Structure C
364,371,525 

14%

Fee Structure F
109,283,565 

4%

Direct
1,173,171,104 

44%

Market Value and Accounts – by Fee Structure

Fee Structure A
36,994 
31%

Fee Structure B
4,559 
4%

Fee Structure C
22,372 
19%

Fee Structure F
2,819 
2%

Direct
53,378 
44%

3.5% upfront load; 0.25% trailFee Structure A

5-year CDSC; 1.00% trailFee Structure B (closed to new investors)

No upfront load; 0.50% trail; 10-year converts to AFee Structure C

No upfront load or trailFee Structure F

No financial advisor assistance (no loads or trails)Direct Plan

Market Value Accounts
This page breaks down the assets and 

accounts between the Direct and 
Advisor Plan and the Fee Structures.
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Population
CollegeCounts as a % of  
In-State Plan Assets (as 

of Dec 31, 2023)*

State 529 Plan 
Assets*

% of Total Program 
AssetsAssetsState

5.1 mil 71.1$1.901 bil1 Alabama

39.0 mil1.0%$14.416 bil5.6%$149.1 mil2 California

30.5 mil 8.8%$1.027 bil3.4%$90.3 mil3 Texas

22.6 mil 4.7%$1.258 bil2.2%$58.5 mil4  Florida

7.1 mil 11.4%$330 mil1.4%$37.6 mil5  Tennessee

9.3 mil 0.6%$6.275 bil1.4%$37.2 mil6  New Jersey

11.0 mil0.6%$5.206 bil1.2%$32.8 mil7 Georgia

13.0 mil0.6%$4.924 bil1.2%$31.8 mil8  Pennsylvania

5.7 mil 1.5%$1.889 bil1.0%$27.4 mil9  Minnesota

7.0 mil 0.3%$8.803 bil0.9%$25.2 mil10  Massachusetts

Market Value and Accounts – by State
(10 largest States by assets)

20

* Source:  Strategic Insight and industry reports as of December 2023
U.S. Census Bureau July 1, 2023 population estimates
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% of
AL AssetsAssets (mil)

% of
AL Accts

YTD 2024
Growth

Jun 30, 2024
Accounts

Dec 31, 2023
AccountsCounty

32.6%$620.025.3%2.6%19,61019,1211) Jefferson

14.5%$274.916.0%2.8%12,39912,0602) Madison

9.6%$181.99.2%2.6%7,1616,9823) Shelby

5.2%$98.55.7%3.5%4,4464,2954) Baldwin

5.1%$97.45.0%3.2%3,8863,7645)  Mobile

4.3%$82.54.9%1.4%3,7693,7186) Lee

4.1%$78.04.0%2.9%3,1353,0487) Tuscaloosa

4.5%$84.93.3%3.2%2,5872,5068) Montgomery

2.5%$47.2 3.2%2.6%2,4822,4199) Limestone

1.7%$33.0 2.3%0.8%1,7961,78210)  Morgan

84%$1.598 bil79%+ 2.6%61,27159,695T o t a l s

Market Value and Accounts – by County
(10 largest Alabama counties by # of accounts)
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Limestone
2,482

Lauderdale 1,145 Madison
12,399 Jackson 437

Colbert 645
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Mobile 3,886
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Covington 
263

Coffee 558
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Henry 
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County Map
(10 largest counties in red)
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# of Accounts by County



In-State “Success Rate”

U.S. Census 2010 2016 Census Fact Finder U.S. Census 2020

Alabama Population 4,779,736 4,863,300 5,024,279

Population under age 18 1,132,459 1,096,823 1,107,113

Accounts with an Alabama Owner 77,498 77,498 77,498

In-State “Success Rate” 6.84% 7.07% 7.00%

The following metric measures the number of CollegeCounts 529 accounts with an Alabama 
account owner.  This is a key measure in regards to the effectiveness of the marketing and grass 

roots efforts in increasing the number of Alabama families who save for college. 

Source:  U.S. Census Bureau 2010 Demographic Profile
U.S. Census Bureau Fact Finder 2016
U.S. Census Bureau 2020
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Alabama Accounts (# of Alabama accounts / Alabama population under age 18)
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Age 18 and over prior to 2025  =   19,052
25
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Program Manager

Age 18 and over prior to 2025   =   $557.2 mil
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Portfolio Assets by Market Value

Age-Based
58.0%

Individual 
Funds
32.7%

Target
9.3%

The Direct Plan offers investors:

• 3 Age-Based Tracks (Aggressive, Moderate, and Conservative)

• 6 Target Portfolios (100% equity to 100% fixed)

• 26 Individual Fund Portfolios

27

The Advisor Plan offers investors:

• 3 Age-Based Tracks (Aggressive, Moderate, and Conservative)

• 6 Target Portfolios (100% equity to 100% fixed)

• 24 Individual Fund Portfolios

Age-Based
63.1%

Individual 
Funds
26.5%

Target
10.4%

Program Manager



Age-Based Tracks

Aggressive
54.9%

Moderate
39.1%

Conservative
6.0%

66.0% of investors utilize the 3 Age-Based Tracks

• Aggressive Track  17,012 accounts and $389.9 mil

• Moderate Track   12,119 accounts and $258.9 mil

• Conservative Track   1,847 accounts and $31.1 mil

28

Aggressive
55.6%

Moderate
41.4%

Conservative
3.0%

70.3% of investors utilize the 3 Age-Based Tracks

• Aggressive Track  21,428 accounts and $528.6 mil

• Moderate Track   15,934 accounts and $388.4 mil

• Conservative Track   1,148 accounts and $30.9 mil

Direct Plan Advisor Plan

Based on number of accounts

Program Manager



Target Portfolios

Fund 100
42.8%

Fund 80
27.1%

Fund 60
15.9%

Fund 40
5.2%

Fund 20
4.2% Fixed Income 

Fund
4.8%

The 6 Target Portfolios are utilized by 7.5% of investors

• Fund 80 & 100  2,468 accounts and $83.4 mil

• Fund 40 & 60   745 accounts and $19.9 mil

• Fixed Income & Fund 20   320 accounts and $6.0 mil
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Direct Plan Advisor Plan

Based on number of accounts

The 6 Target Portfolios are utilized by 8.7% of investors

• Fund 80 & 100  3,665 accounts and $123.1 mil

• Fund 40 & 60   835 accounts and $28.6 mil

• Fixed Income & Fund 20   244 accounts and $5.2 mil

Fund 100
41.7%Fund 80

35.6%

Fund 60
13.7%

Fund 40
3.9%

Fund 20
1.8%

Fixed Income 
Fund
3.4%

Program Manager



Individual Fund Portfolios

Cash
10%

Fixed Income
6%

Domestic Equity
78%

International 
Equity

6%
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26 Individual Fund Portfolios
Elections = 26.5% (32.7% of assets)

(average # of individual fund portfolios utilized = 3.1)  

Based on market value

Direct Plan Advisor Plan

24 Individual Fund Portfolios
Elections = 20.9% (26.3% of assets)

(average # of individual fund portfolios utilized = 4.7)  

Cash
10%

Fixed Income
10%

Domestic Equity
72%

International 
Equity

8%
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Direct Plan  – Age-Based Portfolios
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Age-Based Aggressive Option  =  $389.9 mil
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Age-Based Moderate Option  =  $258.9 mil

454,622 1,338,678 2,000,237 2,062,012 1,960,239 1,800,759 4,133,221
6,994,584

10,369,444

 $-

 $15,000,000

 $30,000,000

 $45,000,000

 $60,000,000

0 - 2  3 - 5  6 - 8  9 - 10  11 - 12  13 - 14  15 - 16  17 - 18 19 +

Age-Based Conservative Option  =  $31.1 mil

The Direct Plan offers 3 Age-Based 
Options.  The charts reflect the 

dollars invested in each age-band 
within the 3 Age-Based options.
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Advisor Plan  – Age-Based Portfolios
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Age-Based Aggressive Option  = $528.6 mil
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Age-Based Moderate Option  =  $388.4 mil
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Age-Based Conservative Option  =  $30.9 mil

The Advisor Plan offers 3 Age-Based 
Options.  The charts reflect the 

dollars invested in each age-band 
within the 3 Age-Based options.
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Investment Change Activity

3.73%20184.31%2023

4.04%20174.19%2022

4.30%20164.20%2021

3.98%20155.57%2020

3.33%20143.43%2019



Equity
46.6%

Int'l Equity
13.8%

Fixed Income
31.1%

Real Estate
3.0%

Cash
5.5%

Direct Plan

Overall Plan Asset Allocation

Equity
37.6%

Int'l Equity
13.1%

Fixed Income
39.7%

Real Assets
3.4%

Cash
6.2%

Advisor Plan

The following is a look through of all Age-
Based, Target and Individual Fund Portfolios 

to the underlying stock/bond allocations.
The Plans have solid diversification.
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5.4%5.6%4.2%4.8%4.3%4.5%3.8%4.1%4.5%4.4%4.1%4.5%5.7%9.1%9.6%Cash
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Historical Asset Allocation
(Age-Based, Target & Individual Fund Portfolios Combined)
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Average 
Account Size%Market Value%# of AccountsAccount Owner Age

$32,4231.2%$33.6 mil1.0%1,024Under age 20

$11,7283.1%$83.6 mil7.0%7,12320 – 34

$24,63341.7%$1.115 bil44.5%45,24435 – 49

$32,20734.8%$930.0 mil28.4%28,87450 – 64

$26,54519.2%$514.5 mil19.1%19,38065 plus

$26,324$2.676 bil101,645T o t a l s

under age 20
1%

Parents
52%

Grandparents
47%

Account Breakdown

Average Age of Account Owner  =  52.2
Direct     =     48.9 years Advisor     =     54.3 years

under age 20
1%

Parents
45%

Grandparents
54%

Asset Breakdown

Pa
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s

G
ra

nd
pa

re
nt

s
Account Owner Statistics

Average Account Size

Direct Plan $24,978
Advisor Plan $27,481
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Average 
Account Size%Market Value%# of AccountsAge of Beneficiary

$11,0185.7%$152.8 mil13.6%13,868Pre-K (< 5)

$21,07620.7%$552.7 mil25.8%26,224Grade School (5 – 10)

$29,68115.3%$409.4 mil13.6%13,791Middle School (11-13)

$35,22824.9%$667.0 mil18.6%18,932High School (14-17)

$34,04822.1%$591.9 mil17.1%17,384College (18-22)

$26,38111.3%$302.0 mil11.3%11,446Over age 22

$26,324$2.676 bil101,645T o t a l s

Pre-K
14%

Grade School
26%

Middle School
13%

High School
19%

College
17%

Over age 22
11%

Account Breakdown

Pre-K
6% Grade School

21%

Middle School
15%High School

25%

College
22%

Over age 22
11%

Asset Breakdown

Beneficiary Statistics
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Average Age of Beneficiary  =  14.3
Direct     =     12.2 years Advisor     =     15.6 years

Median Account Size
CollegeCounts    $10,496

Direct Plan $11,052
Advisor Plan $10,068
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Executive Summary – Average Account Balance
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Over 2218 - 2214 – 1711 - 135 - 10< 5Beneficiary age

+ 6.4%+ 8.1%+ 6.5%+ 5.3%+ 6.6%+ 4.5%CY 2024 change
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Average Account Size  =  $26,325
+ 1.51%                  Qtr
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Important Legal Information

40

The CollegeCounts 529 Fund is a qualified tuition program under Section 529 of the Internal Revenue Code that is offered by
the State of Alabama, administered by the Board of Trustees of the ACES Trust Fund (the “Trust” and plan issuer), marketed as
the CollegeCounts 529 Fund, and Union Bank and Trust Company serves as Program Manager. Northern Trust Securities, Inc.
serves as Distributor for the Advisor Plan. Except for any investments in the Bank Savings 529 Portfolio up to the limit provided
by Federal Deposit Insurance Corporation (“FDIC”) insurance, neither the principal contributed to an Account, nor earnings
thereon, are guaranteed or insured by the FDIC, the State of Alabama, the State Treasurer of Alabama, the Board, the Trust, the
Program, any other state, any agency or instrumentality thereof, Union Bank and Trust Company, Northern Trust Securities, Inc.,
or any other entity. Investment returns are not guaranteed, and you could lose money by investing in the Plan.

An investor should consider the investment objectives, risks, and charges and expenses associated with municipal fund
securities before investing. This and other important information is contained in the fund prospectuses and the
CollegeCounts 529 Fund Program Disclosure Statement (issuer’s official statement). Please read it carefully before investing.
For a copy call 866.529.2228, visit CollegeCounts529.com or CollegeCounts529advisor.com, or contact your investment
professional. You can lose money by investing in a portfolio. Each of the portfolios involves investment risks, which are
described in the Program Disclosure Statement.

An investor should consider, before investing, whether the investor’s or designated beneficiary’s home state offers any state
tax or other state benefits such as financial aid, scholarship funds, and protection from creditors that are only available for
investments in such state’s 529 plan. Investors should consult a tax advisor.

Offered by the
State of AlabamaProgram Manager

NOT FDIC INSURED* | NO BANK GUARANTEE | MAY LOSE VALUE
(*Except the Bank Savings 529 Portfolio Underlying Investment)



Call Center Activity
August 21, 2024

Period ended
June 30, 2024

Program Manager
Offered by the 

State of Alabama



YTD
2024JunMayAprMarFebJan20232022

20,1402,6843,0703,2262,9223,0795,15843.36844,563# of calls

96.4%98.7%98.3%97.3%96.8%95.1%93.9%96.6%96.1%
Answer Rate 
with a live 
voice
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3

Customer Care Standards

Program Manager

Q2 2024 - Most Common Topics & Comments 

• 2024 Fall Semester Preparation Questions
– Clarification on Qualified Expenses
– Steps to Request Withdrawals 
– Withdrawal Navigation Online 
– Payee Questions 
– Documentation Requirements 

• Withdrawals
– Transaction Requests for Summer Courses

• Online Access Assistance
– Unlock/Reset Online Access
– Navigating the portal

• General Account Inquiry  
– Balance request
– AIP Updates
– Address Updates
– Transaction Inquiry
– How to Request Transactions/Changes

• Advisor Assistance 
– Linking Accounts to Internal Systems 
– How to Request Transaction/Changes 
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Customer Care Standards

Program Manager

2nd Quarter 2024 Investor and Advisor Compliments

• This plan has been fabulous for both of my grandchildren. My granddaughter was even able to get a Masters degree 
and still has money left!

• You guys are super helpful and one of the best 529 plan I’ve worked with, and I have been doing this for a LONG time. 
• I talk to various customer service departments and plan administrators all day. You were one of the most kind and 

knowledgeable people I have spoken with. 
• The 529 program is wonderful! The customer service agent helped me with a series of questions. She was calm and 

attentive and sent me in the right direction. Thank you so much for helping me as a parent manage this plan. Yay team!
• You guys are fantastic. You make my life easy. I can set and forget (clients’ portfolios) knowing you’re taking care of it 

(the investment allocation).
• The representative enlightened me with all the useful recent updates. Before the call I wasn’t even thinking about 529 

plans but now I will consider your plan first.
• I called and talked with one of your customer service agents. She was knowledgeable, nice and helpful!
• Thank you for going the extra mile for us. We are older and appreciate when people take the extra time needed to 

assist.
• That was a wonderfully fast response. If only other companies answered as quickly as you!
• I always receive friendly and accurate service when I call customer service, I find it really refreshing. 
• The customer service agent helped me fill out some forms. She was very helpful, non-judgmental, so patient, and was 

a breath of fresh air in a very difficult time….Thank you for having such an amazing person on your team! She made it 
such an easy process. I could not have done this at all on my own, and she made it so I didn’t have to worry about 
anything and guided me through every step. She was truly a gift from God to me today that I really needed!...She went 
above and beyond what she had to do. Thank you!” 

• Thank you for all the assistance in setting up my account, everyone there is so knowledgeable. 
• Thank you very much for your very prompt, thorough and helpful clarification of my two questions. I also appreciate 

you taking the time to inform me of the documentation to keep for my records.
• This is a wonderful investment in children's future. 
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Program Manager

2nd Quarter 2024 Investor and Advisor Compliments

• My daughter and I spoke with a customer service agent, who was wonderful. He was extremely knowledgeable, knew 
exactly what we needed, and got it all done. He asked the right questions, and he solved our problem. I was so 
impressed with him. Right now he is the face of your company. A very good face, I might add. I love your organization, 
but I especially love this young man. 

• You guys are so easy to work with, I hope that never changes!!
• The representative was very nice. She went out of her way to help me. She was very cordial and took the time to ensure 

that I understood everything. 
• I love this 529 program and appreciate that you call to see if we need more materials, which helps us promote the plan. 
• I was very impressed with the service that I received today. Everything was done efficiently, and I was given 

straightforward answers.
• Love the program and I even use it for my own kids, including my son who will be going to college in the fall. 
• Thank you for your fast and complete answer to my question. I couldn’t believe I was getting a response this quickly 

when I had called in after hours. Wow.
• Your representative seems to always be the person that I talk to whenever I have a question. She is knowledgeable and 

able to assist with any questions that we may have with one of the 300+ accounts that we have. 
• The customer service agent was very patient with me, he took the time to walk me through everything thoroughly. He 

was nice and I was very impressed with him. Everyone that I have talked to when calling in has been patient, I 
appreciate everyone there.

• The customer service agent was fantastic. I appreciate everything she did to help. I would recommend her to anyone. 
• The customer service agent was very professional and attentive to my needs. Thank you for employing someone like her. 
• I just want to thank you guys because every time that I call, everyone is so helpful and knowledgeable.
• I always look at your plan first when considering opening a 529 account for our clients and will choose you unless the 

client lives in a state that requires them to invest in their state’s plan. I even have accounts for my children, including one 
that is currently in college. 
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1st Quarter 2024 Investor and Advisor Compliments
• Whenever I call, your entire team is so helpful. That is hard to get these days. 
• The customer service agent was AMAZING. She was patient and knowledgeable. Her voice was calm. Her tone was 

thoughtful. My needs were met, and my questions answered.  She went above and beyond anticipating what and how 
I needed to proceed. She was EXCELLENT and I would most certainly hire her. 

• Thanks for your help! I’ve been very happy with the 529 program so far. We have eight grandchildren, and seven of 
their educations are fully funded, with the eighth on the way!

• I wanted to start this call by saying it is always such a pleasure to talk to you guys. I’ve been calling for years and 
years and I always have a great experience.

• I have recommended the program to many people throughout my teaching career because you are all so easy to 
talk to and work with. 

• The representative was super, super helpful and so patient with me. She walked me through everything  needed to get 
my online access set up. It was a piece of cake with her help!

• I just want to thank you for patiently answering my 101 questions and making sure that I had all the information that 
I needed to be able to make the best decisions. 

• I’d like to thank you for all the time (and effort!) you spent with me this afternoon. Your expertise in handling my 
questions and patience was beyond my expectations. Also thank you for helping me set up my online account. This 
will help me very much.

• You had so much patience, so much knowledge, and I did not expect someone to be that nice to me. 
• This has been a good place for the money we have been saving for our granddaughter and we are pleased with the 

plan and how the account is growing. 
• Your representative was very helpful, and I appreciated that she took the time to get everything set up and answered 

all my questions. 
• I really appreciate your help.  You are very succinct and precise which is very uncommon nowadays!
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1st Quarter 2024 Investor and Advisor Compliments

• I phoned in yesterday to make a few adjustments. The agent was very helpful! I could not get logged in and asked for 
assistance. She offered to help me and offered to follow up with me. She walked me through logging in. I appreciate 
her taking the time and effort. She is a valuable employee and should be recognized for going the extra mile. 

• I was having trouble logging in tonight, so I called and spoke with one of your team members. She was GREAT! I wanted 
you to know that she was able to patiently walk me through each of the screens to get me back into my account. We 
are more than pleased with the plan and glad that we decided to invest with you. 

• Very helpful and informative webinar – Thank you!
• Great webinar, very informative. Thanks for also taking the time to answer all of the questions. 
• Well done! Great program and info. Thank you.
• Thank you for your help! This was a fantastically helpful and thorough response! I’m glad that I decided to change 

programs!
• Thanks for letting me know. This plan has been very helpful to get our son through college. 
• It was nice to work with someone like you, you were tremendous and did a superb job. I thought you were a recording 

at first because you were just so professional. You deserve a big raise!
• Wow! Thank you very much for the quick, fast and great service! 
• The representative was so amazing and so knowledgeable. I wanted to let you guys know that she did an awesome 

job!! She made things smooth and I can walk away feeling like a better person. 
• It was a pleasure speaking with you today. You were a wealth of knowledge, thank you for your help.
• You are simply awesome, and I wish all customer service people were like you. 
• You have an awesome representative who I can’t say enough great things about! She answered what I needed, she 

straightened me out and put me on the right track!! Thank you so much!
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4th Quarter 2023 Investor and Advisor Compliments
• The agent was a huge help with filling out some enrollments and rollover forms. This account has been amazing! I have put 2 

grandkids through college without any debt. On to the next ones now!!
• My child is now a Senior in college, and I just wanted you to know how great this plan has been over the years. The plan was a 

huge help and maybe the easiest thing about sending a child to school. 
• It was so refreshing to have a number that I can call, someone picks up right away, and there is a person who is so sweet, 

patient, kind, and wonderful to help.
• Every time I call in with a question everyone is so polite and kind. The information that I receive is always helpful. Kudos to your 

entire group; you are doing it the RIGHT way!
• This was the most excellent customer service that I have ever received. Not everyone is good on the phone or following up. He did 

both!! He is the most excellent customer service representative.
• I just wanted to offer my compliments for an excellent customer experience and customer satisfaction. Your representative did a 

wonderful job helping me, I got a little confused with the online enrollment for my second grandchild and he was great, he was 
patient. I had a couple stumbles along the way, and he continued to help me all the way through it. I think that is something 
missing in today’s world, is customer service, and today I got it from you guys.  You all are doing a great job as trainers and as 
leaders, there is no great team without a team leader, and now I can relax after I promised to set up this fund for my grandchild. 
Chalk up another excellent customer service experience. 

• I am so glad that I got you when calling today, you provided great service, the kind of service I wish everyone could provide.
• You were quick, efficient and helpful. I appreciate all of your help. 
• It was really nice to have a real voice within seconds to help me instead of being transferred all around.
• I wanted to let you know that I spoke to your representative, she explained the process to me. I was glad I spoke to her. She was so 

calm, professional and she is just a great asset. She deserves a good increase! I wanted to be sure to tell a manager to put this in 
her file because she was so professional. Excellent customer service and active listening. 

• You are super helpful and the best customer service person that I have talked to in 10 years. 
• I have recommended the program to many people throughout my teaching career because you are all so easy to talk to and 

work with. 
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4th Quarter 2023 Investor and Advisor Compliments
• She was kind, patient and helpful and I appreciate the level of customer service that she provided. 
• I am very satisfied with how prompt you were in following up on my inquiry and helping get everything taken care of.
• Super, super helpful! This is fantastic! Thank you for this, it is exactly what I needed. Again, thank you so much for being so 

helpful and for all your knowledge. 
• You are super helpful, and I appreciate your comprehensive knowledge. If I ever call back, I am going to ask for you!
• I wanted to let his supervisor know what an amazing job he is doing. You are lucky to have him working for you.  
• He deserves triple stars for his customer service. Keep up the good work!
• I gratefully appreciate all the time you spent with me earlier today to help me understand and provide all the clarifications that 

I needed on matters related to completion and submission of the Automatic Electronic Bank Transfer Form for each of my two 
accounts with CollegeCounts.

• I really appreciated the proactive phone call, Your assistance allowed me to respond to my client. I also appreciate the timely 
update. 

• She is incredibly good at her job. 
• Thank you for such a prompt response. I was able to successfully make a withdrawal this morning. 
• Thank you for your help and thank you for the information. This is the best customer experience I have had all year and just 

wanted to put that out there if anyone is listening. 
• Every time I call, I get such a pleasant representative. 
• I wanted to speak to her supervisor to put in a good word about her service because she deserves the recognition. It’s not just her 

beside manner, but she’s also astute on all technical aspects of the plan and your website. She was extremely competent, and I 
don’t usually get that when I call my bank.

• You get 10 stars for helping me reset my Multi-Factor Authentication. You made my day. You were super helpful, I want to share 
how positive my experience was. 

• You have been so helpful and made this all so easy. You are amazing and I appreciate you. 
• Thank you for caring enough to not only help, but to call me back and follow up. This is what defines customer service. You are 

amazing.
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3rd Quarter 2023 Investor and Advisor Compliments
• We love working with CollegeCounts, you guys are extremely easy to work with and any time we call in we are always connected to 

someone quickly. We never have any issues dealing with CollegeCounts which is why you are one of our favorites. 
• The best college savings vehicle! Great investment choices with low expense ratios, great tax breaks, very easy to withdraw funds 

online. Great help for us in paying college tuition fees. Without this plan, we would not be able to afford the tuition fees for our 
children. 

• This is my last withdrawal since my son will be graduating in December. Thanks for your help all these years.  You have been very 
helpful, and I have recommended the program to many people. 

• Your associate did a great job! He was very helpful, the transaction went smoothly, and I would highly recommend the plan.
• Wow! You guys are phenomenal. You always have the answers and are very quick. I am very happy to be investing with you guys.
• Y’all always provide the most wonderful customer service.
• Thank you for your service today and over the years. I have 3 kids and I have always been given great service when I call. I’ll 

recommend you to everyone, in fact I do so all of the time. I appreciate how helpful you guys are, you make it so easy!
• This was my first time taking a withdrawal and the representative explained everything I needed to know. She was patient and kind 

and I appreciate that she took the time to make sure the bank account was set up correctly. She deserves 5 stars.
• My family and I are beyond grateful for the service you offer. Everyone there is always so willing and helpful.
• The representative who helped me was very pleasant to speak with. He was helpful and knowledgeable when helping me with a 

withdrawal from my plan. 
• I highly appreciate everyone that I have talked to. Every one of you has the willingness to listen to customer feedback, have a timely 

response time and always provide clarity in your verbal and written communication. 
• Tell your boss that you deserve balloons in your cubicle, you have been terrific. You are GREAT. We are Southwest people and service-

oriented and you are doing great.
• I wanted to take a moment to share my satisfaction with the representative I spoke to. She was friendly, professional and obtained 

the requested information for me very quickly.
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3rd Quarter 2023 Investor and Advisor Compliments
• Wanted to send a note so that the excellent customer service I received today does not go unnoticed. I spoke with a customer service 

representative and she helped navigate a situation with several 529 accounts that were not updated in your system. She was so helpful 
and really wanted to assist as I was not familiar with anything about these accounts or your site. She has tremendous patience and 
knowledge and also offered information that I would not have known in order to be sure everything was done correctly. She is an asset 
and the company is extremely fortunate to have her representing you. I want to be sure that her work today is recognized. 

• Thank you. That was very likely the BEST response, in terms of speed, informational content and overall helpfulness, that I have 
EVER received in my entire life. And I have been around a while; I'm 73.

• I cannot imagine calling in and getting someone more helpful than you.
• I spoke with one of your representatives twice in one day and he was extremely helpful and remembered me from when I called 

earlier in the day. This meant a lot since I had also spoken to 4 others during the same day. I always get great service when I call, but 
this just stuck out. 

• I want to thank you for being so helpful. The online processes can be overwhelming, but you walked me right through it. You were 
able to answer all my questions. 

• You always answer my calls promptly, help me with questions, have efficient withdrawals and the past few years everything has 
been so simple.

• You have aways been helpful and you do an amazing job with the plan and the customers. 
• Everyone there is always so friendly and helpful.
• Thank you very much for your informative response to my questions. 
• I prefer to call in. I call and the money gets sent out. You make it so easy and checks get sent quickly.
• Thank you for the quick turn on your response. This is good and useful information.
• I just got off a call with one of your representatives and I so appreciate her clear enunciations. She was so easy to understand. I just 

wanted to brag on her and you all for hiring someone who is so clear.
• She was extremely helpful in explaining how to change the beneficiary on my account. I normally dread calling in about things like 

this, however, the agent made it so easy. 
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2nd Quarter 2023 Investor and Advisor Compliments
• Today I had the pleasure of speaking to your employee. He was helpful and able to answer my questions. I am 

always impressed that every time I call EVERYONE can quickly and correctly address my questions. 
• I am a 529 holder for 2 of my kids and had questions going all the way back to 2011. I called today and the 

representative answered in maybe 3 seconds, which is always an unexpected joy when calling a big company. 
He was so friendly and helpful right from the beginning – the perfect combination, as he was both my eager 
advocate and knowledgeable in your operations. He was patient and helpful at every turn as we dug into the 
matter. 

• I can honestly say that every time I’ve had an occasion to call, it has been a wonderful experience and I wanted 
to thank the representative for her exceptional service today.  

• We love the customer service we receive from the call center every time that we call.
• I haven’t done anything with my 529 plan in a long time. Today, I called, and your representative was top notch 

and made the entire process professional and painless. She was very accommodating. I can’t say enough about 
her. She knew everything and knew all my hang-ups. I was limited with my online access and was concerned, and 
she took the time over the phone to do everything right and was reassuring. She was great! She deserves Kudos! 

• I would like to compliment an OUTSTANDING representative on my call today. He was exceptionally professional, 
articulate, clear, patient, helpful and kind. He responded to each of my many questions.

• I called earlier today and spoke to your client service representative who was extremely helpful. I apologize that I 
do not remember his name, but he was polite, efficient, and an excellent representative of your program and 
staff. 

• She was incredibly helpful, thoroughly answered all my questions, and overall provided excellent service.
• We always receive the best customer service every time we call in with a question, regardless of how crazy that 

question may be. 
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• The representative answered the phone and was just so professional and helpful right away. You could tell that 

she wanted to help me. I appreciated her thoughtful assistance in getting things taken care of. 
• I wanted to thank your representative for all the help she gives when I have a trickier situation and need help. 
• I just wanted to pass along a job well done. I’m an 82-year-old and wanted to get a successor added to my 

account. The representative walked me through all of that today and I really appreciate it! I could not remember 
what I did, but he was helpful and patient, walked me through the whole process. He did a great job and I 
wanted to pass that along. He did a job well done!  

• I must say that she is the best I’ve had the pleasure of dealing with in many years of working with 
CollegeCounts! She is a tremendous and effective asset to the team. 

• Your representative understood our situation and was able to explain what we needed to know to complete the 
update. He really went above and beyond, and we thought you should know that he is a valuable asset to your 
team. 

• The representative was of great assistance today. She was very helpful. I also want to thank all of you for 
helping me take care of my grandkids with out a bunch of extra work.  

• I have 5 grandchildren and have called in several times. The representative was able to answer my questions in a 
clear and concise manner so that I could understand.  

• She did a great job explaining the program and helped us understand how the plan worked, we were 
impressed with her knowledge.  

• Thank you so very much. Your answer is appreciated. It was full of details and easy to understand. 
• He was courteous, patient, kind and very helpful.
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Events and Outreach Map - 2024

2024 Year-to-Date 
Activity

• 134 Alabama Communities

• 3,311 in-person stops
• 376 Advisor 
• 2,935 Direct 

• 872 Outbound Thank You/Service 
Calls to Advisors

Q2 2024 Events
• BabyPalooza (Mobile) 
• Gardendale Magnolia Festival
• BabyPalooza (Huntsville)
• Columbiana Liberty Day



Events and Outreach Calendar – January 2024

Field reps assisting with year-end work

Field reps assisting with year-end work

Martin Luther 
King Jr. Day 

Holiday



Events and Outreach Calendar – February 2024

President’s Day 
Holiday



Events and Outreach Calendar – March 2024

Good Friday 
Holiday



Events and Outreach Calendar – April 2024

Field reps attending training in Lincoln, NE



Events and Outreach Calendar – May 2024

Memorial Day 
Holiday



Events and Outreach Calendar – June 2024

Juneteenth 
Holiday


