CONCEPT DOCUMENT

TEAM MEMBERS:
Michael Atkinson, G&F Financial Group
Lauren Culp, True North Federal Credit Union
Jeremy Daggs, Red Crown Credit Union
Ericka Hewitt, Coastal Community Credit Union
Rob Keatts, Chartway Federal Credit Union

PROBLEM DEFINITION

Retirement (noun): withdrawal from one's position or occupation or from active working life.
It’s the proverbial pot of gold at the end of the rainbow; an opportunity to break free from the daily
grind; to stop and smell the roses; to spend time with family and friends.
In the span of two generations, the retirement dream has radically transformed. Just thirty years ago, 4
out of 5 American employees in midsized and larger firms participated in defined benefit pension plans.
By 2012, that figure had dropped dramatically, with only 30% of employees still in pension
arrangements.1
What does this shift mean for the average credit union member? Simply put, it means the more often
than not, the onus lies squarely on the shoulders of the individual to plan for their own financial needs
in retirement.
How have North Americans faired in taking on this responsibility? Have they demonstrated that they are
able to confidently take ownership of their retirement plan? Unfortunately, the statistics don’t paint a
rosy picture. According to a recent Filene Research paper, in the United States:
•
•
•

Nearly 30% of pre-retirees (those between the ages of 51 – 61) do not have a retirement plan or
account.
A majority of individuals in this age category carry long-term debt obligations: “60% of preretirees have at least one source of long-term debt, and 26% have at least two.”
“Less than half of pre-retirees have even attempted to calculate the level of savings they will
need once they stop working.”2

In Canada, a similar pattern is emerging. According to the Broadbent Institute, the majority of
Canadians retiring without an employer pension plan have “totally inadequate retirement savings.”
Roughly half of these individuals have savings that represent less than one year’s worth of the resources
they need to supplement government pension benefits. Fewer than 20 per cent have enough savings to
support the supplemented resources required for at least five years.3
What can credit unions do to reverse this trend? What can they do to support their members in taking
on this massive responsibility, and be prepared to confidently enter retirement?
How might we encourage healthy financial and life behaviors for pre-retirees aged 40 to 65?
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INNOVATIVE SOLUTION
Introducing the Retirement Roadmap: the unique credit union retirement planning platform that
combines a holistic view of retirement with activities and rewards designed to promote long-term
engagement.
The Retirement Roadmap takes an innovative approach to retirement planning by incorporating the
following core elements:
Element #1: A Holistic Approach to Retirement Planning
Unlike traditional financial planning calculators that focus solely on financial preparedness, the
Retirement Roadmap recognizes the importance that lifestyle, health and wellness considerations play
in creating an impactful and realistic retirement plan.
Element #2: The Retirement Readiness Score
Designed to playfully replicate the dashboard of a vehicle, the retirement dashboard includes a single
retirement readiness score. This single score is then broken down into three additional scores, which
feed into the holistic sore. The three individual scores of lifestyle, health & wellness and financial
preparedness provide individuals with a simple, clear understanding of where they need to improve, and
where they need to maintain their planning efforts. A graphic illustration of the retirement dashboard
can be found in the Prototype section of this document.
Element #3: Supporting Continuous Engagement and Ongoing Use
The vast majority of retirement calculators on the market today are designed as “single use” tools. The
Retirement Roadmap takes a different approach; recognizing the importance of continuous learning,
members are encouraged to complete activities and access educational tools and resources on an
ongoing basis. Each time a member logs into the app, they are offered a series of custom “check-up
alerts.” By completing these check-up alerts, members not only improve their retirement readiness
score, but they also accumulate reward miles they can redeem for a variety of rewards and discounts
offered by their credit union and local businesses.
PROTOTYPE

A two-phased approach was taken to prototype development. First, a 2-minute video was developed to
demonstrate the need and outline the concept. This video was shared with current i3er’s, as well as
members of the i3 alumni community. The feedback received from these groups proved to be highly
impactful, and supported the team’s overall position that the Retirement Roadmap was addressing a
pressing financial need in an innovative way.
The next step was to create a prototype of the Retirement Roadmap App. To simulate the experience of
navigating through a mobile app, a series of slides were designed to replicate using the app on an iPad.
(See Appendix A to view the full slide deck). The slide deck provided the team with a tangible
illustration of the concept, which was then utilized to collect feedback from testers in the United States
and Canada. (More information on the results of end user testing has been included in the “Testing and
Results” section of this document).
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The Retirement Roadmap prototype has been designed as a fun and engaging way to plan for
retirement. Using the playful analogy of a road trip, this solution takes a holistic view of retirement
planning; rather than the one dimension of financial preparedness, the app is designed to get people
thinking about the life they want to lead in retirement, what health and wellness implications need to be
considered when embarking on this new phase of life, and how all of these elements connect to their
finances.
The Retirement Roadmap includes the following components (images shown in Appendix A):
1. The Landing Page
Where new users can sign up, and existing users can log in to the application.
2. “Let’s Get to Know You”
Once a new user enters the necessary account set-up credentials (including name, email address,
password and birthdate), they will be prompted to complete a series of questions based on three
categories: Lifestyle, Financial, and Health & Wellness. Members have the option to complete all
questions in one sitting, or they can log back in at a later time to complete the “get to know you”
questions.
3. The Retirement Roadmap Profile Page (aka: Your Retirement Dashboard)
After an individual has completed the lifestyle, health & wellness and financial questions, their
individual dashboard will be presented. As mentioned previously, this dashboard includes a
retirement readiness score, as well as three additional scores, which provide a closer look at each of
the three key retirement areas (lifestyle, financial, and health & wellness).
4. Checkup Alerts
Based on the individual’s readiness score, the Retirement Roadmap will offer members with a
variety of ways to improve their score and accumulate reward miles.
5. Bumper Stickers
Bumper stickers are used in this application to playfully represent all of the activities the member
has completed to improve their score. This page also provides the member with more information
on additional bumper stickers they can earn as they continue on the road to retirement.
6. Reward Miles & Redemption
As members complete check-up alerts, they not only gain the satisfaction of improving their
personal retirement readiness score; they also accumulate reward miles that can be applied to a
variety of rewards, as listed on the reward miles redemption page. Individual Credit unions will have
the opportunity to customize the reward offerings they present to their membership base. The
rewards component of this application provides a unique opportunity for credit unions to deepen
relationships with local businesses that do business with them; by promoting local businesses, the
credit union is providing a powerful platform that supports community connectedness.
In order to bring this product to market as quickly and efficiently as possible, we would recommend that
this innovative solution be created and managed by a third party service provider and then licensed for
use at individual credit unions. The application would be designed using an open API structure, to
ensure that individual credit unions have the ability to create a powerful interface between the rich data
housed in the retirement road map, and their core banking systems.
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TESTING AND RESULTS
To assess the desirability, feasibility and viability of the Retirement Roadmap, a series of end user tests
were conducted via in-person and virtual interviews. Testers included credit union employees, as well as
individuals who were not employed in the financial services industry. They encompassed several
demographic groups, including individuals nearing retirement age, as well as individuals in their 20’s and
30’s.
After each tester was presented with the Retirement Roadmap, they were asked to complete a brief, 10question survey. A total of 26 survey responses were collected. To review the complete survey results,
please see Appendix B. Here are the key highlights:
ü 96% of survey respondents said the purpose of the Roadmap was clear.
ü 89% said they liked the idea of receiving a retirement score that went beyond financial
preparedness, to include aspects such as health and wellness, as well as lifestyle considerations.
In addition, 85% of respondents said this was the first time they had seen a tool that broke
retirement into the three components of health, lifestyle, and financial preparedness.
ü 92% said the concept of a receiving a single holistic score that incorporated the elements of
health, lifestyle and financial preparedness set Retirement Roadmap apart from other
retirement tools they had seen or used.
ü 100% of survey respondents said that the retirement Roadmap was an entertaining way to save
and prepare for retirement.
When asked what they liked the most about the Retirement Roadmap, the majority of verbatim
comments highlighted the holistic nature of the solution. As one tester so aptly stated,
“It causes you to look at more than financial health. It’s a comprehensive retirement tool.”
On the topic of frequency of use, 85% of survey respondents told us they would use this tool at least
semi-annually. At the monthly and weekly use levels, however, these figures are significantly lower, as
illustrated in the following graph:
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This graph represents a significant area for improvement. At the heart of the Retirement Roadmap is a
desire to increase the propensity of credit union members to take a proactive approach to their
retirement planning. Finding ways to engage members in using the tool on a frequent basis will support
our ability to achieve this goal.
We asked our testers what we could do to increase frequency of use. Here’s what they recommended:
• Providing a high-quality and diverse suite of rewards was mentioned several times. In addition, one
tester recommended the use of “teaser” rewards: similar to Starbucks, these would be minor
rewards that are earned by completing an activity within a set timeframe.
• Push alerts and reminders were also mentioned by our testers. Using text, email, or other forms of
e-communication to remind members to come back to the site may be useful. These push alerts
could be linked to teaser rewards to provide that extra “nudge.”
• Providing users of the Retirement Roadmap with the ability to connect with a broader virtual
community was also mentioned. By giving individuals the ability to share their successes and hear
more about what others have accomplished creates those intangible “rewards of the tribe” that
social platforms such as Facebook, LinkedIn and Twitter have demonstrated to be highly impactful.
• Frequency of use was also linked to ease of use. Ensuring that the tool is simple, fast and easy to
use will improve the likelihood that members will access the tool on a frequent basis.
Additional areas for enhancement noted by out testers included:
• Creating an interface between the Retirement Roadmap and core banking systems, to leverage the
data collected and support the delivery of a seamless and impactful omni-channel experience.
• Incorporate fulfillment features to improve ease of use and drive members to action (for example:
single click to make an appointment with a financial planner or lawyer, directly from the retirement
roadmap platform).
• Consider inter-generational access. For example, providing adult children with the ability to track
their parent’s progress.

BUSINESS MODEL AND 3-YEAR FINANCIAL PROFORMA
Our problem statement focuses on the member, but there are many benefits to credit unions that utilize
this solution. The assumptions below state that this program will aid credit unions in penetrating their
existing membership, while also aiding in the attraction of new members. Revenue is generated through
deepening relationships with existing members (via new product acquisition and increased deposits), as
well as new member acquisition.
The following five-year financial projections have been developed from the perspective of an individual
credit union who has licensed access to the platform from a third-party service provider. A conservative
approach has been taken to overall growth projections; 1% of net new membership growth has been
attributed to the introduction of the Retirement Roadmap. In addition, we have assumed an annual
penetration rate of 3% per year.
Based on these assumptions, it is projected that the Retirement Roadmap would begin generating
positive cash flows to the sample credit union in Year 3; cumulative impact to earnings would reach a
positive state prior to the end of year 5.
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Retirement Roadmap: Proforma Financials
Input Assumptions
Membership
Annual Growth Rate of Members
Annual Membership User Penetration Rate
% New Members

30,000
1%
3%
5%

Additional Products per Existing Member
New Deposits/WM assets per member
Runoff Rate

1
$ 1,200.00
5.0%

Deposit Spread/WM TurnRate

0.50%

Estimated Net Fee Revenue per New Mbr per year $
Avg Fee Rev per yr/per product/existing member $

75.00
30.00

Customization Fee (One Time)
Annual Licensing Fee
Annual Maintenance and Hosting Costs
Marketing Costs
Member Rewards/User
Annual Growth Rate of Expenses

5 year Performance Metrics
Net Present Value (NPV)
Internal Rate of Return (IRR)
Hurdle Rate
New Members
Users
Penetration Rate

$
$
$
$
$

15,000
10,000
24,000
5,000
25
3%

$9,497
10%
5%
229
4,591
14.71%
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Year 1
30,000
900
900
45

Members
# New Users
Total Number of Users
New Members
Assets
New Deposit/WM Assets per User
Runoff
Y/E Assets
Spread/WM Income
New Members
Cumulative New Members
Estimated Net Fee Revenue/New Mbr

$ 1,080,000
0
$ 1,080,000
$
2,700

Year 2
30,300
909
1,809
45

Year 3
30,603
918
2,727
46

Year 4
30,909
927
3,654
46

Year 5
31,218
937
4,591
47

$ 2,170,800 $ 3,272,508 $ 4,385,233 $ 5,509,085
$
(54,000) $ (108,540) $ (163,625) $ (219,262)
$ 3,196,800 $ 6,360,768 $ 10,582,376 $ 15,872,199
$
10,692 $
23,894 $
42,358 $
66,136

$

45
3,375 $

90
6,750 $

136
10,200 $

182
13,650 $

229
17,175

New Products Existing Members
New Products
Cumulative New Products
Fee Revenue from additional products

$

855
855
25,650 $

864
1719
51,570 $

872
2591
77,730 $

881
3472
104,160 $

890
4362
130,860

Total Revenue

$

31,725 $

69,012 $

111,824 $

160,168 $

214,171

Expenses
Customization Fee
Annual Licensing Fees
Annual Maintenance and Hosting
Marketing Costs
Member Rewards
Total Expenses

$
$
$
$
$
$

15,000
10,000
24,000
5,000
22,500
76,500

10,300
24,720
5,150
45,225
85,395

10,609
25,462
5,305
68,177
109,552

10,927
26,225
5,464
91,359
133,975

$
$
$
$
$
$

11,255
27,012
5,628
114,773
158,667

Total Net Earnings
Cumulative Earnings

$
$

26,192 $
(32,694) $

55,504
22,810

$
$
$
$
$
$

(44,775) $
(44,775) $

$
$
$
$
$
$

(16,383) $
(61,158) $

$
$
$
$
$
$

2,272 $
(58,886) $

COMMENTS, NEXT STEPS, AND CALL TO ACTION

Comments
We strongly believe that the Retirement Roadmap has the ability to transform the way we approach
retirement planning. By providing credit union members across North America with an engaging and fun
approach to what could otherwise be perceived as an intimidating and confusing process, we are able to
break down barriers and connect with our members in a new way. The added benefits of community
connectedness and supporting local businesses are the proverbial icing on the cake. The roots of the
credit union system are embedded in a desire to help those around us to achieve their life goals and
aspirations; what better way to support our members than to ensure they have the tools they need to
live a full life in retirement?
How can you help?
Credit union partners: Contact your team and fellow industry colleagues to prove the value this solution
can have for you and your members. With credit union interest and a cooperative mindset, we can
achieve critical mass and ensure the product is brought to market in a production environment.
Development Vendors: Reach out to our team or to Filene Research Institute and work with us to help
develop and enhance this product.
Next Steps
To bring the Retirement Roadmap to production, further refinement is required to ensure this solution
aligns with your credit union model. We encourage you to express your interest in this innovative
approach to retirement to Filene and be the first of many to help launch this solution to the next level.
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ABOUT FILENE
Filene Research Institute is an independent, consumer finance think and do tank. We are
dedicated to scientific and thoughtful analysis about issues affecting the future of credit
unions, retail banking, and cooperative finance.
Deeply embedded in the credit union tradition is an ongoing search for better ways to
understand and serve credit union members. Open inquiry, the free flow of ideas, and
debate are essential parts of the true democratic process. Since 1989, through Filene,
leading scholars and thinkers have analyzed managerial problems, public policy questions,
and consumer needs for the benefit of the credit union system. We support research,
innovation, and impact that enhance the well-being of consumers and assist credit unions
and other financial cooperatives in adapting to rapidly changing economic, legal, and social
environments.
We’re governed by an administrative board made up of credit union CEOs, the CEOs of
CUNA & Affiliates and CUNA Mutual Group, and the chairman of the American Association
of Credit union Leagues (AACUL). Our research priorities are determined by a national
Research Council comprised of credit union CEOs and the president/CEO of the Credit union
Executives Society.
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) nonprofit 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

612 W. Main Street Suite 105, Madison WI 53703 | 608.661.3740

Appendix A: The Retirement Roadmap Prototype
Step 1: The Landing Page

Step 2:“Let’s Get to Know You”
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Step 3: The Retirement Roadmap Profile Page (aka: Your Retirement Dashboard)

Step 4: Checkup Alerts
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Step 5: Bumper Stickers

Step 6: Reward Miles & Redemption
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Appendix B: Survey Results
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Would features would make you use the tool more often?
A network to communicate with
I would use the tool more often when setting up my plan, then visit it less frequent once the plan
is set up.
At this point in my life I wouldn't use it regularly, but as I got closer to retirement I could see
myself using it more regularly.
The option to have more detailed scenario analysis and financial planning tools. Such as
adjustments to your goal based on current market conditions/assumptions.
Integration with existing online banking
Real money rewards
Reminders. Little hooks via email (maybe text). Take for instance the emails from Starbucks I get
with minor rewards if I make certain purchases and with limited timeframes. Being able to track
progress and show how close I am to obtaining a goal.
Dashboard of financial rewards... future view... I am sure this will come in future iterations
Time sensitive i.e. not too lengthy. I would use the tool monthly if it was quick to use, otherwise
semi-annually
More language support
I'd use it quarterly when I get my 401K statements to update my numbers. Push notifications may
be good on a quarterly basis to say "hey, has anything changed, want to see how you are doing"
type of message
Just having many ways to get rewards and good rewards to spend mileage on would make me
want to keep using it.
TIPS & COMPARISON TO OTHERS, EG 1ST QUARTILE ETC
Reminders, incentives to use the website
Better rewards, more ways to earn more miles
Not sure at this point.
Lifestyle information and health and wellness
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What do you like the most about the retirement road map?
Or what would you change about retirement road map?
It's clear and simple.
The holistic approach of lifestyle etc.
The road map was great! I would suggest considering how the important data is captured (i.e.
CRM) and omni channel options, i.e. financial planners virtually.
I really like the way it incorporates health, wellness and lifestyle as I feel these are very important
aspects of retirement that aren't focused on as much as money is. I think I would add in a couple
of features like the ability to connect with a community online to ask questions, find people with
similar interests, etc. Overall I think it's a fantastic idea.
I like that it's interactive and provides feedback/rewards.
Adding Health & Lifestyle (Not Money Centric)
I would make the connection to personal services offered by the CU more direct
I often associate lifestyle with wellness. It would be interesting to see how this would be broken
down if a model was built. Conceptually the roadmap is fine. It would take a considerable effort
to get people in at the outset and would need a lot of awareness and business development to
attract people.
Keep building. I like the thought of looking at lifestyle, financial and health
The idea of a single score is great however I would be concerned that one area is skewing the
score or covering up an area that needs work i.e.....I have 1 million saved yet my health is poor so
the single score reflects as positive due to my high savings. Maybe show individual scores and then
one encompassing score to better reflect which areas do require work. all in all a great idea.
Don't know enough about it yet.
I would rather meet with an adviser instead of an advisor, in light of current bank trickery being
exposed.
Must be easy to use for Seniors, ability for kids to view the score would be great to keep track of
their parents progress
I like that it's intuitive. In the finance section, a calculator would be awesome where you can put
balance, rate, payment for your current loans to get payoff dates. On those dates there could be a
message "the $140 that was going to your auto loan can go to your IRA"
Enhance list under how you want to spend your retirement. Change golfing to outdoor activity.
How much have you saved - describe this - is this cash or does it include RRSP/GICs etc.? Grimace
page - What does it mean. Interested in increasing health score - why? what for? Enhance. Last
few pages are hard to understand.
I like the clear layout and ease of use. I would suggest a built in way to contact advisors or offices
to prepare a will.
HAVE A BUTTON - HAVE A FINANCIAL PLANNER CONTACT ME
I like the layout and the opportunity to interact
Like how it breaks down, helps with the unknown about retirement
I like the fact that more than just financial goals are incorporated into the retirement road map.
It causes you to look at more than financial health. It’s a comprehensive retirement tool
3
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