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WILL BE DONE

INTRODUCTION

At Filene, everything we do starts with 

research, but research alone doesn’t move 

an industry. It stokes ideas and a select 

few of those ideas hold the potential to be 

tested for in-market use. 

RESEARCH INNOVATION 
METHODOLOGY INNOVATION INNOVATION 

TAKE 2 PROTOTYPE NEXT STEPS

2012
64% of 
Americans say 
they do not have 
a will. Of that, 
about 27% say 
there’s no urgent 
need to make one 
and 15% believe 
they don’t need 
one at all.

2013
Empathy 
mapping* leads 
to true problem 
identification.

2013
A Filene i3 team 
presents online 
solution Imminent 
Death at big. bright. 
minds., Princeton.

2016
A Filene i3 team 
presents Will Be 
Done, the second 
solution solving 
for Imminent 
Death’s problem.

2018
Live prototype 
is developed 
in partnership 
with FinnyTech 
and testing 
begins in 
the Filene 
Incubator.

2019
Observations 
and learnings 
shared with 
credit unions; 
concept 
developed for 
further testing.

Filene’s Incubator takes promising i3 

concepts and actively prototypes them 

on a small scale before further testing or 

investment. That’s how we bring our best 

ideas to the market.

FROM  
CONCEPT TO COMPLETION

“ EMPATHY MAP”

A tool used to help gain deeper insight 

about end customers with the goal to 

understand how particular situations 

can impact their emotions and actions.

*
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PROJECT HISTORY AND MARKET TRENDS

DIFFICULTY ACKNOWLEDGING THE INEVITABLE

1https://info.legalzoom.com/statistics-last-wills-testaments-3947.html

2https://www.thebalance.com/how-much-does-probate-cost-3505268 

Aretha Franklin and Prince both died 

without a will and they are not alone. 

Nearly 55%1 of Americans have not made 

time to prepare their will. This means that 

over 1.33 million Americans are depending 

on the government to decide the economic 

fate of their family and loved ones. 

The estimated average cost of court fees, 

personal representative fees, attorney’s 

fees, accounting fees, appraisal feels, 

bond fees and miscellaneous fees can 

range anywhere from 3%–8% of the  

assets to be given away.2

FOR PRINCE, that amounts to as 

much as $24 million dollars.

FOR EVERYDAY FAMILIES  

AND OUR MEMBERS, it might 

mean someone other than  

them deciding who their 

children live with.

FOR THE CREDIT UNION, it  

might mean the transfer of real 

dollars off of the balance sheet 

to outside accounts.
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PROJECT HISTORY AND MARKET TRENDS

DIFFICULTY ACKNOWLEDGING THE INEVITABLE

Filene members voted to see  

Will Be Done tested further at big.

bright.minds. 2016 in Madison, WI.

Using an empathy map, Filene i3 

innovators identified a true problem 

in the spring of 2013. While the team 

identified a phenomenal problem to 

solve, their concept, Imminent Death, 

was not the right solution.

The second Filene i3 team tackled the 

problem from a new angle, aiming 

to integrate with online banking to 

reduce redundancies and making the 

necessary conversation lighthearted. 

85.8% of those surveyed in the 

second Filene i3 cohort indicated 

they have never started the process 

of creating a will.

The prototype Will Be Done 

presented the individual with 

amusing language to support the 

impression of a conversation, rather 

than a drudgery form.
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PARTICIPATING CREDIT UNIONS

North Side Community FCU Chicago, IL ($9 million)

Changing Seasons FCU Hampden, ME ($25 million)

Jamestown Area Community FCU Jamestown, NY ($55 million)

Harverster Financial FCU Indianapolis, IN ($53 million)

Kent County Memorial Hospital Employees FCU Warwick, RI ($13 million)

Varex FCU Salt Lake City, UT ($16 million) 

Local Government FCU Raleigh, NC ($2 billion)

Garden Savings FCU Parsippany, NJ ($383 million)

Bowater Employees CU Calhoun, TN ($163 million)

Resource One CU Dallas, TX ($493 million)

A+ Federal CU Austin, TX ($1.5 billion)

Financial Horizons CU Hawthorne, NV ($189 million)

La Capitol FCU Baton Rouge, LA ($503 million)

University of Wisconsin CU Madison, WI ($2.8 billion)

PROJECT HISTORY AND MARKET TRENDS

EXTRA THANKS TO THESE PARTICIPATING CREDIT UNIONS
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PROJECT HISTORY AND MARKET TRENDS

PROGRAM OVERVIEW

 → Credit unions were encouraged to test the 
prototype with a small portion of their 
membership or staff to gain feedback 
about the tool.

 → Each was provided with landing page 
copy, suggested email language, a sample 
marketing plan, social media posts, 
images and a customized website.

 → Will Be Done 
provided drop off 
rates, time stamps 
and analytics 
of testing credit 
unions.

 → Users were 
sent or took a 
satisfaction survey 
approximately  
2 weeks after using  
Will Be Done.

https://willbedone.net/

Will Be Done
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First Last

What’s your name?

Where would you like to go to school?

What state do you live in?

You want the best education and college experience possible, but all good things 
come at a cost. Let’s face that cost head first.

Debt Dragon is currently part of a research initiative led by Filene. Your responses 
to the following questions will help us learn and improve. Thank you! 

Select...

Select...

Let’s meet our dragon.

We’re learning, too!

Learn to Train Your Debt Dragon

7

PROJECT HISTORY AND MARKET TRENDS

PROGRAM OVERVIEW

Will Be Done: 

CREDIT  
UNION  
VIEW
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First Last

What’s your name?

Where would you like to go to school?

What state do you live in?

You want the best education and college experience possible, but all good things 
come at a cost. Let’s face that cost head first.

Debt Dragon is currently part of a research initiative led by Filene. Your responses 
to the following questions will help us learn and improve. Thank you! 

Select...

Select...

Let’s meet our dragon.

We’re learning, too!

Learn to Train Your Debt Dragon
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PROJECT HISTORY AND MARKET TRENDS

PROGRAM OVERVIEW

Will Be Done: 

MEMBER 
EXPERIENCE

See live prototype at: 

https://willbedone.net/



Are you Will(ing) to spend 5 mins with our new 
friend Will? He’s here to help you complete 
your will. Don’t delay, use Will Be Done today! 
yourCUlandingpagelink.com

Don’t you … forget about Will. Or your will! Our 
new helpful friend Will wants to help you 
complete yours. Check out Will Be Done for 
more information yourCUlandingpagelink.com

Meet Will. He wants to be here with you from 
here to eternity and help you complete your 
will. Check out Will Be Done for more 
information yourCUlandingpagelink.com

Have you met Will? He’s dying to meet you and 
help you create your own will. Find out more 
about Will Be Done.

yourCUlandingpagelink.com

All good things must come to an end … 
even you. That’s why you need our friend 
Will to help you make a will. Find out more about 
Will Be Done.

yourCUlandingpagelink.com
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PROJECT HISTORY AND MARKET TRENDS

PROGRAM OVERVIEW



1010

WILL BE DONE INCUBATOR TEST

USAGE RESULTS

Will Be Done averaged at 67.82% 

completion rate for the tool.

While the average 

completion rate can 

be attributed to the 

preface of testing, 

the difference is 

significant. CSI 

reports an average 

of 90% of consumers 

abandon online 

account opening.1

Will Be Done helps the intended audience: 

those who normally wouldn’t see a need 

for estate planning. This opens the door 

for minority households as well.

1https://www.csiweb.com/resources/blog/post/2018/03/22/5-
ways-to-optimize-your-online-account-opening-solution

AVERAGE USER’S 
TIME ON THE SITE

FEEDBACK RESPONSES:

50–69 3
9

.3
4

%

THE MAJORITY OF

Will Be Done helped me think about the 

big picture items in my life that I may have 

otherwise forgotten. YES–92% 

 → Will Be Done addressed a genuine 

need. The concept itself is strategically 

aligned with the target audience need.

Because of Will Be Done, I understand my 

will more. YES–70.49%

 → Will Be Done helped the vast majority of 

respondents understand their will more 

than they had on their own.
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WILL BE DONE INCUBATOR TEST

USAGE RESULTS

 →  Of the 52 respondents to list difficulties  

with WBD, 24 cited concerns of acquiring  

a lawyer (46.2%).

 → Of the 52 respondents to list potential set-

backs, 14 cited financial concerns (26.9%).1

 → Of the 88 respondents,2 five listed the  

humorous language of the WBD survey  

as a possible setback (5.68%).

 → Of the 36 respondents to list positive  

feedback for WBD, 16 cited its ease of  

use as a beneficial factor (44.4%).3

1Cost = 9, afford = 1, money = 2, finance = 2;  2Per Difficulties, setbacks, and value sections ;  3Easy = 10, ease = 4, simple = 2

Will Be Done was easy to follow. YES–99%

 → The humor and approach were on point  

to address an otherwise dark topic.

I successfully completed my will with a lawyer 

after using Will Be Done. YES–22.92%

 → Astounding considering many were 

instructed to test the tool, implying they 

did not have to complete their will.

The only thing that stopped me from 

completing my will was access to a lawyer. 

YES–50.00% 

 → There is a higher chance of helping  

the member if the credit union has an 

attorney to refer them to.

THE AVERAGE RESPONDENT IS:

46.4 MAKING AN 
INCOME OF

$88,428.10
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WILL BE DONE INCUBATOR TEST

USAGE RESULTS

One testing credit union rolled out Will Be 

Done to members via the suggested email 

blast. Within the first 24 hours the results 

were incredibly intriguing:

26
MEMBERS 
STARTED 
THE WILL 
PROCESS

18
MEMBERS 
COMPLETED 
THE ENTIRE 
WILL PROCESS

WILL BE 
DONE

AVERAGE DIFFERENCE

Open Rate 26% 21.73 4.27%

Click Through Rate 10% 3.57% 6.47%

Completion Rate 69.23% 10% 59.23%

Ed, meet Will.

Will’s our friendly and super helpful 
will’s guy. Here to give you a nudge (or a 
push) to do something super important 
that we often put off; creating a will.

In just 5 minutes our easy-to-use tool, 
Will Be Done, can help to get you from 
from ‘need to do’ to ‘got it done!’

Using a series of simple, quick 
questions you tell us a little about 
what’s most important to you and we 
turn that into the building blocks for 
your last will and testament…with the 
help of our buddy, Will. 

You can find out everything you need 
to know at www.willbedone.net. 

@@
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WILL BE DONE INCUBATOR TEST

QUALITATIVE RESULTS

Feedback from testers was generally strong however, some didn’t like the tone used in Will Be Done.

“It was so easy instead of the daunting 
task I had put off for so long! I will 
recommend it to my mom as well 

since they need to do one.”

“It did make me realize 
how very outdated my 

old will is and will 
hopefully light a fire 

under me to get 
it updated.” 

“I appreciated this program very much. Being able 
to put these thoughts in print before I get to the 
attorney’s office was helpful. I found some of the 
“silly” comments to be somewhat confusing and 

some actually irritating. Some of the simpler 
comments were well placed and fun. I understand 
you are trying to bring a bit of levity to a difficult 

topic, which was nice, but it got a little excessive.”

“One technical problem – it assumes children are 
minors and guardians are required. My children 

are adults, so I had to fudge this section.” 
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WILL BE DONE INCUBATOR TEST

OBSERVATIONS AND NEXT STEPS

 → While not for everyone, the completion and click 

through rates indicate that the tone does resonate 

with a substantial subset of the testing group. 

 → The next iteration should integrate with online 

banking to increase ease of use for the member.

 → To ensure sensitivity to those who have suffered a 

recent loss, a question should be asked to present 

an alternative path for those more sensitive 

following the recent loss of a loved one.

 → The number of respondents who complete their 

will with this prototype shows a true need for a 

product like Will Be Done.

 → Credit unions should have suggestions for legal 

advice when considering this project.

http://www.pewresearch.org/fact-tank/2017/11/01/how-wealth-
inequality-has-changed-in-the-u-s-since-the-great-recession- 
by-race-ethnicity-and-income/

A CONNECTION TO 

REACHING MINORITY 
HOUSEHOLDS

Lack of diversity was a consistent 

theme among the Will Be Done 

feedback. Studies show that 

minority households have 

an even larger percentage of 

estate planning left undone. It 

is imperative, therefore, that the 

next iteration of Will Be Done 

incorporates diversity in the 

messaging and the tool.
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WILL BE DONE INCUBATOR TEST
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Would you like to 

see Will Be Done 

developed further? 

  

Email us  

ryanf@filene.org



ABOUT

Filene Research Institute is an independent consumer finance think and do 

tank. We are dedicated to scientific and thoughtful analysis about issues 

vital to the future of credit unions and consumer finance. 

We live by the famous words of our namesake, credit union and retail 

pioneer Edward A. Filene: “Progress is the constant replacing of the best 

there is with something still better.” Together, Filene and our thousands 

of supporters seek progress for credit unions by challenging the status 

quo, thinking differently, looking outside, asking and answering tough 

questions, and collaborating with like-minded organizations.

Filene is a 501(c)(3) not-for-profit organization. Nearly 1,000 members 

make our research, innovation, and impact programs possible.  

Learn more at filene.org.

“Progress is the 
constant replacing 
of the best there is 

with something  
still better.”

Edward A. Filene

1010 E Washington Ave  |  Suite 306  |  Madison, WI 53703  |  p 608.661.3740  


