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About Kiwi Wealth 

Based in New Zealand, 
100% owned by New 
Zealand government  

agencies 

More than  
NZ$5.0 billion funds  
under management 

 
(USD$3.7b approx.) 

$5b+ 

More than 
192,000 KiwiSaver  

members in  
the Kiwi Wealth  

KiwiSaver Scheme 



What is KiwiSaver? 

KiwiSaver is a voluntary, work-based 
savings initiative 
 
KiwiSaver savings are made up of 
contributions to a member’s account, plus 
or minus investment returns, minus any 
withdrawals, fees and taxes 
 
Most people enter the scheme when they 
are 18, and become eligible to get their 
money when they are 65 years old 
 
More than 2.8m New Zealanders (of 4.7m 
total population) are enrolled in a 
KiwiSaver scheme 



Why is there a need to improve customer engagement? 

of New Zealanders 
don’t use a 

financial adviser 

85% 

of members’ 
KiwiSaver funds 

are in a “default” 
fund 

40% 

of New Zealanders 
don’t know what their 
KiwiSaver could give 
them as retirement 

income 

77% 



What are the challenges to engagement? 

Pictures 

We are competing 
for attention 

Lack of 
confidence and 

knowledge 
People just want 

to take action 
based on insights 

People don’t 
naturally trust the 
financial services 

industry 

Tools that allow 
people 

companies 
Competing with 
life’s priorities 



Perform ongoing  
user testing 

What is our approach to improving engagement? 

A/B test all 
communications 

Respond to customer 
feedback 

Conduct in-depth 
customer research 

Constant iteration 



Five key lessons to improve 
customer engagement 



1. Show information in ways that customers understand 

Show how a small adjustment to savings 
has a significant impact in the long-term 

Insight 

Customers indicated they will make the 
extra saving if they’re shown the impact 
a change can make 

Lesson 

Average contribution increases: $3,300 
per year, per member who implemented 
a contribution increase 

Result 



2. Encourage action by making it simple 

People are scared to take action because 
they are worried they will “break” their 
investment 

Insight 

If options are presented – using simple 
design and language – there will be 
greater engagement 

Lesson 

Of those that were recommended they 
switch funds, 86% took action 

Result 



3. Appreciate you won’t get it right first time 

In our original design, we found members 
weren’t switching funds: we added a 
video that explained investment risk 

Insight 

Listen to your customer feedback, and be 
prepared to learn and adapt 

Lesson 

Once video added, saw a 50% increase in 
members who switched 

Result 



4. People want to take action based on future-focused insights 

Customers need to see and know what 
they’re working towards 

Insight 

Create a relationship between where 
they are today, and where they could be 
in the future 

Lesson 

Helped members to visualise how much 
they might need when they retire – and 
see whether they are on track 

Result 



5. Incorporate behavioural insights 

Engagement can be encouraged by using behavioural 
insights. Collaboration with Financial Markets Authority 

Insight 

‘EAST’ model helped encourage engagement: 
• Easy   Attractive 
• Social  Timely  

Lesson 

• Greater engagement: a 47% higher switch rate 
out of default funds into an active choice 

• Greater retention: 20% fewer members 
switching to another provider 

Results 

‘

’ 



Our next steps 

Continue design-led approach 
 

Our feature roadmap 
continues to evolve based on 

customer reviews and 
feedback 

Incorporate robo-advice 
 

We will enhance our digital 
proposition to provide 

personalised financial advice 

Expand product mix 
 

Add new financial products 
while incorporating new 

features 



Thank you 
 
 

Joe Bishop 
joe.bishop@kiwiwealth.co.nz 

 
www.kiwiwealth.co.nz 



Kiwi Wealth is the issuer and manager of the Kiwi Wealth KiwiSaver Scheme. The Product Disclosure 
Statement for the Kiwi Wealth KiwiSaver Scheme is available at www.kiwiwealth.co.nz. 
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