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John Hancock Life Insurance Company (U.S.A.) (John Hancock USA) and John

Hancock Life Insurance Company of New York (John Hancock New York) are

herein collectively referred to as “John Hancock”.

For the purposes of this document Third Party Administrator is herein referred 

to as “Plan Consultant”.

This document is provided as of March 2011 and may be subject to change.
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Message Center, which is located on the plan sponsor website, is an important part of how 

John Hancock communicates with plan sponsors. It allows you to manage alerts, notifications

and transactional emails associated with the administration of your plan. The Message Center

gives you control over the frequency of messages, and how those messages are organized,

prioritized and acted upon.

To access the Message Center:

� Go to the Message Center ‘Summary’ located on the Your Contract home page.

� Enter the Message Center by clicking on ‘View’.

� This takes you to the Message Center main page where you can access all your messages and tasks.

How to use Message Center

Enter the Message Center
by clicking on ‘View’.

Message Center ‘Summary’

Your Contract home page
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On the Message Center main page, your messages are organized into categories including:

Payroll updates, Loans & Withdrawals, Compliance matters, Files & payments, Permissions &

features, and General information. Messages are summarized as Urgent, Action or FYI. Click

on your messages to view more detailed information and then take action as required.

Messages are organized
into relevant categories.

Message Center main page

Messages are summarized
as Urgent, Action or FYI.

Click on messages to view
additional information and 
to take action.

Helpful Hint: To reduce the amount of messages in your Message Center ‘inbox’,
act on messages, and remove old or outdated messages on a regular basis.

How to manage messages
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Payroll information, which includes contribution and census information, is quick and easy to

submit with our online submission tool located on the plan sponsor website. This tool allows

you to securely submit contribution, census, and payment information electronically. You can

access the submission tool by clicking on the ‘Make a contribution’ link located on the

Your Contract home page.

How to submit payroll information

Submit payroll information
by clicking on the ‘Make a
contribution’ link.

Your Contract home page
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To submit a contribution or census file:

� Click on ‘Upload a contribution file’ or ‘Upload a census file’.

� Upload the contribution or census file.

� If uploading a contribution file:

a. Indicate the payment date for the contribution.

b. Enter the payment amount for the contribution.

� Click ‘Send’ to upload the contribution.

� Click ‘OK’ to confirm your submission.

To make a payroll submission,
click on ‘Upload a contribution
file’ or ‘Upload a census file’.

Select your contribution file.

Submission History page

Helpful Hint: The Status column on the Submission History
page will show the status of your file submission and indicate
any errors that occurred with the file.

Upload a Contribution File page

Click ‘Send’ to upload your file.

Indicate the payment date for
the contribution.

Enter the payment amount for
the contribution.
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In addition to submitting a census file to update employee information (see page 7), you

can also update employee records individually via the Census Information page. You can

access this page from the ‘Quick Links’ drop-down list on the Your Contract home page.

How to update employee information

To update census information for an employee:

� Go to the Census Information page.

� Search for the employee record that needs to be updated.

� Edit the employee’s record.

� Update and save the information directly on the Employee Snapshot page.

2

Census Information page

Helpful Hint: A warning sign
will appear if we are missing
information for one of your
employees.

Select the employee record
that needs to be updated, and
then edit the record on the
Employee Snapshot page.

Census information is
organized into several
categories.



- 9 -

Update employee information on
the Employee Snapshot page.

Employee Snapshot page

General information includes the
employee’s name, date of birth
and SSN.

Plan participation information
shows their eligibility and deferral
information.

Vesting information shows the
participant’s vesting percentages
by money type.

Contact information includes the
employee’s mailing and email
address.

Employment information includes
an employee’s hire date,
employment status and salary.
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You can significantly reduce your administrative workload by processing distributions (loans and

withdrawals) online via the plan sponsor website. Our electronic process enables participants to

create and track loan or withdrawal requests online via the participant website. Your plan

consultant then reviews the request, and you approve it on the plan sponsor website. 

You can access our online tool through the Tools page of the plan sponsor website. This will

take you to the Online Loan and Withdrawal Requests page, which is the main page for

online distributions. 

Access the Online Loan
and Withdrawal Requests
page via the ‘Loans and
Withdrawals’ link on the
Tools page.

Tools page

How to process distributions
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To approve a loan or withdrawal request:

� Go to the Message Center ‘Summary’ on the Your Contract home page.

� Click on the ‘Loans & Withdrawals’ link.

� This takes you to the Message Center main page where you can approve the request.

Your Contract home page

Message Center main page

Approve a loan or
withdrawal via the
Message Center
main page.

To approve a loan or
withdrawal request,
click on the ‘Loans &
Withdrawals’ link.
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When a participant requests a loan via the participant website, it is submitted to the plan

consultant for review and sent back to the participant for acceptance. Once the participant

accepts the loan request, a notification will appear on Message Center notifying you that the

loan is ready for approval. The plan sponsor then approves the loan which is automatically

submitted to John Hancock for processing.

Approve Loan Request page

How to approve loans

Prior to plan sponsor approval:

� The participant creates a loan request online (via participant

website) and sends it to the plan consultant for review.

� The plan consultant verifies that the loan requested is valid,

based on plan and vesting rules, and sends the request back

to the participant for acceptance.

� The participant confirms the loan amount, agrees to the

legal declarations, and submits the request for approval.

� The plan administrator validates the information, approves

the request, and it is automatically submitted to John

Hancock for processing.

Note: Where participants do not have access to the
participant website, plan sponsors can request loans on
behalf of their participants via the plan sponsor website.
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When a participant requests a withdrawal via the participant website, it is submitted to the

plan consultant for review. Once the plan consultant has reviewed the request, a notification

will appear on Message Center notifying you that the withdrawal is ready for approval. The

plan sponsor then approves the withdrawal which is automatically submitted to John Hancock

for processing.

Approve Withdrawal Request page

How to approve withdrawals

Prior to plan sponsor approval:

� The participant creates a withdrawal request online (via

participant website) and submits it to the plan consultant

for review.

� The plan consultant reviews the request to verify the

withdrawal details and forwards it to the plan sponsor 

for approval.

� The plan sponsor validates the information, approves the

request, and it is automatically submitted to John Hancock

for processing.

Note: Where participants do not have access to the
participant website, plan sponsors can request withdrawals
on behalf of their participants via the plan sponsor website.
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To assist you with your plan administration, you can access plan-related information and reports

on the plan sponsor website. This information is available through a series of ‘Quick Links’ which

can be viewed and/or downloaded from most pages of the website, including the Your Contract

home page.

Your Contract home page

How to access reports

You can access plan-
related information and
reports via the ‘Quick
Links’ drop-down list.

Quick Links provides you access to:

Contract Statements – three plan-level financial
statements: (1) Employer Statements, (2) Plan
Administrator Report, or (3) Schedule A Report.

Participant Statements (Statements) – view or download
PDF versions of your plan participant statements.

Transaction History – a listing of all the financial
transactions for your plan over the past 24 months. 
A drop-down list allows you to view data from 
different month-ends.

Accounts – a listing of all plan participants who 
have an account. The report also shows whether a
participant was enrolled using their own instructions
or trustee directed instructions. 

Census Information – a listing of the census information
we have on file for each of your employees. The report
includes employees who may or may not be in the 
plan and is divided into four tabs: (1) Summary, 
(2) Addresses, (3) Eligibility, and (4) Deferrals.

Vesting Information – a listing of vesting information 
for each of your participants. If vesting information has
been provided, it will appear by employer and employee
money type. This vesting information will be printed on
participant statements and used for online transactions.
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If your plan allows for individual rollovers, participants can consolidate other retirement

accounts (401(k), 403(b), 457(b)*, IRA) into their qualified plan with John Hancock.

A participant can transfer these accounts over in two different ways:

Contact John Hancock’s Consolidation Services
Contact a Consolidation Specialist at 1-877-525-7655
who will gather the information required to transfer a
participant’s assets to John Hancock and provide support
throughout the process. This includes contacting previous
providers, obtaining necessary signatures and filling out
the paperwork.

Consolidate their own accounts
� The participant contacts their previous plan trustee 

(or financial institution for an IRA) to initiate the rollover.

� The participant completes any necessary paperwork
required to facilitate the rollover and requests that 
the check be made payable to the Trustee(s) of 
the current plan for the benefit of the employee 
(e.g. Trustees of ABC Company Savings Plan for 
the benefit of Jane Doe).

� Once the check is received from the previous plan or
financial institution, the Trustee endorses it to John
Hancock (i.e. on the back of the check write “Make
check payable to John Hancock Insurance Company”
and then sign).

� The Trustee/Authorized Signer completes an
‘Instructions for Rollover Contribution’ form, and 
mails it with the check to John Hancock.

How to facilitate individual rollovers

*Only governmental 457(b) accounts can be consolidated into qualified retirement accounts.

Instructions for Rollover Contributions Form
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It is important that you identify and assign key business contacts for your John Hancock

qualified plan. Key business contacts include the Trustee, Authorized Signer, Administrative

Contact, and Payroll Administrator.

Your Contract page

How to manage contact information

Access the Contact
Information page by
clicking on the ‘Contact
Information’ link.

Business Contact Description of Role

Trustee Authorized to provide direction on any administrative matter and approve any type of
financial transaction allowed under the contract.

Authorized Signer Authorized to provide administrative directions, submit and update employee census
information, and approve financial transactions allowed under the contract.

Administrative Contact Authorized to provide administrative directions and submit and update employee census
information under the contract.

Payroll Administrator Authorized to submit contributions and employee census information. This individual 
will only have access to the electronic submission pages and the name and SSNs of
participants on the website.

You can identify and manage business contacts via the Contact Information page of the plan sponsor website. 
To access the Contact Information page, go to the Your Contract home page, and click on the ‘Contact
Information’ link.
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To add a new contact or modify an existing contact on the website:

� Select the ‘Contact Information’ link from the Your Contract home page.

� On the Contacts page click on the ‘Add contact’ button to add a new contact and define their role. 

� Complete the required information and click on ‘save’.

� To update an existing contact’s information, select ‘E’ beside a contact’s name to edit, or ‘D’ to delete the contact.

Contacts page

To update an existing contact,
select ‘E’ to edit, or ‘D’ to delete.

On the contracts’ page, click on 
‘add contact’ to add a new contact 
and define their role.

Helpful Hint: Access to manage contact
information depends on your role. If you have
not identified business roles for your plan,
contact your Client Account Representative.
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How to contact John Hancock

7

Mailing and Courier Address

Western States

Mailing address:

John Hancock USA

Dept. 894109

Los Angeles, CA

90189-4109

Courier Address:

Citibank Los Angeles

John Hancock USA

Lockbox Processing : 

Attn: 4109

5860 Uplander Way

Culver City, CA  90230

Central States 

Mailing address:

John Hancock USA

P.O. Box 2495

Carol Stream, IL

60132-2495

Courier Address:

Citicorp Services Inc.,

Lockbox 3rd Floor

John Hancock USA,

Lockbox 2495

8430 Bryn Mawr Ave.

Chicago, IL  60631

Eastern States 

Mailing address:

John Hancock USA

P.O. Box 7247-7122

Philadelphia, PA

19170-7122

Courier Address:

Citibank Delaware,

Lockbox Operations

John Hancock USA,

Lockbox #7122

1615 Brett Rd.

New Castle, DE  19720

New York

Mailing address:

John Hancock New York

P.O. Box 7247-7369

Philadelphia, PA

19170-7369

Courier Address:

Citibank Delaware,

Lockbox Operations

John Hancock New York,

Lockbox #7369

1615 Brett Rd.

New Castle, DE  19720
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Client Account Representative

If you have questions regarding the ongoing administration of your plan, contact your dedicated Client Account
Representative. Assistance is available from 8:00 A.M. to 8:00 P.M. (ET), Monday through Friday.

Toll Free Numbers

Plan Sponsors: 1-800-333-0963

Plan Sponsors: 1-800-574-5557 [New York Plans]

Participants: 1-800-395-1113 [English]

Participants: 1-800-363-0530 [Spanish]

Participants consolidating retirement accounts: 1-877-525-7655

Participants terminating or retiring: 1-888-695-4472

Fax Numbers

Enrollment Forms: 1-866-377-8846

Other Documents: 1-866-377-9577

John Hancock Websites

Plan Sponsor Website: www.jhpensions.com/er [New York plans]: www.jhnypensions.com/er

Participant Website: www.jhpensions.com     [New York plans]: www.jhnypensions.com



This document is provided by John Hancock for informational purposes only, and while
every effort is made to ensure the accuracy of its contents, it should not be relied upon 
as being tax, legal or financial advice. Neither John Hancock or any of its affiliates,
representatives, employees, or agents provides tax, financial or legal advice. 

Both John Hancock Life Insurance Company (U.S.A.) and John Hancock Life Insurance
Company of New York do business under certain instances using the John Hancock
Retirement Plan Services name. Group annuity contracts and recordkeeping agreements
are issued by John Hancock Life Insurance Company (U.S.A.), Boston, MA 02210 (not
licensed in New York) and John Hancock Life Insurance Company of New York, Valhalla,
NY 10595.

NOT FDIC INSURED | MAY LOSE VALUE | NOT BANK GUARANTEED | NOT INSURED BY
ANY GOVERNMENT AGENCY

© 2011 John Hancock. All rights reserved.
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