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Who We Are

▪ Founded in 1945

▪ Retirement plan services for small and mid-sized 
organizations (401k and 403b plans)

▪ Non-profit

▪ Business

▪ Tribal entities

▪ Governmental

▪ Values-based

▪ Customer Experience Insights function created in 2019
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Driving Change

• “I’ve never been a fan of surveys.”

• “Survey anyone you want, just 
don’t talk to any customers”

• “I’ve been doing this for 25 years … 
it’s not like this decision could go 
too far wrong.”

• “We don’t want to poke the 
sleeping bear. If we ask them, we 
might make them realize they have 
issues.”

3

• “I’m learning a lot of things I didn’t 
know about our customers”

• “The San Fran team jumped on this 
and resolved the issue so thanks for 
bringing it to our attention!”

• “Transformative”

• “We find stuff out that has stopped 
plans from leaving.”

From: To:



Our Path



Key Questions

• Why do we want to do this? How does the organization 
benefit?

• How can we go small before we ‘go big?’

• What (else) can we do to minimize risk?

• Do we truly believe?
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Why do we want to do this? How does 
the organization benefit?
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Three shades of 
blue immediately 
noticed by both 

look-alike 
customers

“You’ve got three 
shades of blue on 

this screen”

“I think I know which one you want me to pick but 
I’m gravitating towards the one I can read”



How can we go small before we ‘go big?’
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Cannot enter 
contact info or 
run client 
reports. Must 
toggle through 
multiple screens 
to view data on 
clients. 

We are still using 
all the same 
systems as 
always this 
didn't 
streamline 
anything.

New user 
group …

…
… enabling 
client service 
collaboration …

Data quality 
concerns …

CRM Platform Satisfaction Study



What (else) can we do to minimize risk?
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Plan Sponsor 
Informs Account 
Rep that Mutual 
did not win their 
401k or 403b plan

Survey to Account Representative Survey to Lost Prospect Survey  Record

Prospect

Account 
Representative

CRM

Survey-
platform

Sends message to 
Survey platform on 
Opportunity status

Sends survey invitation 
link to Account Rep via 
email

Opportunity Owner survey -
Loss reasons and decision 
regarding prospect/customer 
survey

Lost Prospect Survey -
Phone vs. online survey decision, loss 
reasons and other performance 
dimensions

Yes, send 
survey

Loss Survey sent 
out to Contact via 
email through 
Survey platform

No, don’t 
send 
Prospect  
survey with 
reasoning

Survey 
platform 
receives 
survey 
results

Updates 
Opportunity 
status in 
CRM to 
Closed-Lost

Survey 
results 
added to 
CRM

Survey 
platform 
receives 
survey 
results

No response 
to survey

Survey results added 
to CRM

Phone interview – CX 
calls Contact at phone 
provided

Phone 
survey

Online 
survey

No response 
to survey



Do we truly believe?
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Likelihood to Recommend Rating Customers Surveyed Surveyed Customers Lost Loss Rate

0/1/2 98 12 12%

3-10 417 9 2%

All 515 21 4%

System Migration Satisfaction Study



Wrap-up

• For the changes you drive, answer 4 questions -

• Why do we want to do this? How does the organization 
benefit?

• How can we go small before we ‘go big?’

• What can we do to minimize risk?

• Do we truly believe?

• Please rate this session!
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Questions
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