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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 



Members previously received a very plain, legalistic welcome 
letter (or email).  It is dense with no clear message or call to 
action. 

The redesigned letter is easier to follow having been broken 
up into to 3 straightforward steps.  There is a clear call to 
action and the use of social norming language. 





Use A/B testing to drive your comms 

Messages that have more of a personal focus drive 
better results that broadcasts about winning awards 

Insight 

Members are looking for something that adds 
value to them as an individual not something that 
may seem important to us as a business 

Lesson 

• Greater engagement: the text message at the 
top drove a response rate 5 times higher than 
the one below 

Results 

What's your retirement going 
to look like? Get an idea by 
using our Future You tool - 
kiwiwealth.co.nz/mobile-login 
To unsubscribe send STOP to 
8030.  

Our Future You tool was 
awarded 'Best Overall 
KiwiSaver Member 
Experience', try it today - 
kiwiwealth.co.nz/mobile-login 
To unsubscribe send STOP to 
8030.  



Continually iterate your customer 
experience based on feedback 

Roll out changes to customer experience to small 
selected groups who understand they’re part of a trial 
and then monitor the feedback data 

Insight 

UX designers can fall in love with their designs!  
Customer feedback, through both quantitative 
and qualitative methods,  is essential to ensuring 
you have got it right 

Lesson 

• Greater engagement: the even when the 
concepts are right some times the format or 
layout can be a barrier to usage 

Results 



Members did not understand the distinction between annual 
income and lump sum, simply showing a range was not very 
useful, and truncating with a ‘K’ was disliked.  

Design was changed based on member feedback: 1) projections no longer truncated, 2) 
display mid point of the projections with ranges, 3) relationship between the lump sum and 
annual income made clearer, 4) easy navigation to historical account data. 



Members don’t 
understand 
percentages but 
EVERYONE 
understands $$ 
 
 
People learn by 
doing so make all 
options ‘clickable’ 
(we tend to use 
radial buttons) 
and the 
information 
dynamic updating 
so they see the 
impact of 
changes 
immediately 
 
 
All changes have 
to happen 
immediately via 
‘Straight Through 
Processing 
 



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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