
CEM Member Experience Series

Public Websites
Part 2 - Life Events

Learn how leading global pension plans create 
great member experiences



1. Visual, structural and textual clarity
2. Life events
3. From self-service to human support

▪

▪

▪

Password fatigue is a challenge. Pension 
engagement continues to be a work-in-progress. 
Members may not log into their accounts 
regularly or even at all.

It is a valuable tool for members to quickly find 
pension or contact information and resources.

Life events help manage the complexity of the pension material and the 
digital experience.

The focus of this second issue in the CEM Member 
Experience Series is on how plans create an 
effortless experience on their websites via life 
events.

Life events is part 2 of our research on public 
websites. Stay tuned for part 3.

First, a reminder why your public website is 
important:

It is the starting point of your self-service portal 
and a reflection of your business. First 
impressions are powerful and difficult to change 
later.

In the next issue of this member experience series 
we will review the secure member area.

© 2021 CEM Benchmarking Inc. 2



Life and career events are a great, simple starting point for websites.

Best practice: Life events are easy for your members to understand and highlight the key stages of a 
member's pension journey. Complexity is avoided in this first step. PFZW's website starts with 14 
member journeys. Most are life and career events.
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1. Based on our review of 62 defined benefit websites.

Only 37% of plans include a life event menu on their homepage in spite 
of its benefits.

The Dutch government's research on pension communication based on feedback from members, employers, 
regulators and pension plans is almost unanimous: Clear and personalized life-event driven messaging is the 
best way to engage members.

For the 37% of plans that have a life event menu on their homepage: We found that most plans define 8 life 
events. Two life events appeared in all menus: Planning for retirement and divorce. Planning for loved ones 
and leaving the plan were the next most prevalent life events, as shown below.
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Some plans use the broader retirement journey as a starting point.

Practice to avoid: The plan below highlights four retirement stages and explains why they matter in 
plain language, which is good. However, the broader retirement journey is a sub-optimal starting 
point. Where does a member go if they had a divorce or a family member dies? These life events 
could apply to multiple categories below.
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Your homepage can start with life events and the broader retirement 
journey.

Idea: The navigation menu on SHEPP's website opens with life events and different career stages. The 
menu header descriptions avoid legalese.
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Most plans organize information by member type on their homepage, 
but don't include life events as a starting point.

Practice to avoid: Most pension websites frustrate members because the starting point isn't clear. The 
homepage overwhelms them with information, and introduces acronyms and legalese.
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Many websites start with non-intuitive information on plans, tiers and 
benefits.

Practice to avoid: Where does a member go if they had a divorce in the example below? Do they 
need to identify what plan they belong to or where they are in their career?

In this example, the member can find divorce information via the 'mid-career' option or search the 
website for answers.
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You can introduce plan, tier and benefit details in secondary steps - in 
the context of what the member wants to do.

Best practice: In the example below, a PFZW member wants to know more about retirement. For all 
life events, their website will prompt the member to provide information by asking one simple 
question at a time. The first question isn't "What plan do you belong to?" Life events are the starting 
point. A subsequent question is, "When were you born?" to deduce what plan they belong to.
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You can also introduce member groups and tiers via a start menu.

Idea: Wisconsin ETF's homepage provides easy, searchable member access to information on 
benefits. Their usability tests showed this was a pain point for members prior to their website rebuild.
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Life events are a valuable feature in your primary navigation menu.

Best practice: If life and career events are not the starting point in the body of your website, they 
should be clearly visible in your primary navigation menu as one of the first headers.
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Life events should be prominent on landing pages, not hidden in text or 
all organized on one page.

Practice to avoid: Don't include information for all life events and member types on a single landing 
page. You will frustrate the member with too much irrelevant information.
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Categorize life event information in a logical way to make your 
member's life easier.

Best practice: OPTrust describes what you need to know, the process, when to contact them, forms 
and provide other information for each of their life events.
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You may want to simplify information in your self-service channels, but 
all relevant information should be available online.

Best practice: Members should be able to find information online. You should be careful not to 
frustrate your members with rules and pension legalese. Good plans figure out how to present 
complex information in a simple way.
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Take an omni-channel view: Self-service channels should complement 
other service channels.

Idea: You may want to withhold some information from your members to protect them from making 
sub-optimal decisions on their own, but ideally all information should be available online.

That said, some issues, like taxes, family law or survivor benefits, may be better discussed in person. 
Your self-service channels should direct members to the appropriate service channel. We have 
highlighted an example in the red box below.
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Sell your members on the benefits of the secure member area with every 
chance you get.

Best practice: Encourage self-service. Whenever you can redirect your members to the secure 
member area, tell them why they should. With a life or career website structure, you can describe 
what members can do online themselves (e.g., "check whether your partner will receive a survivor's 
pension" or "register your partner"). It is good practice to highlight key calls to action with color - the 
dark blue button below.
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Some plans use fun videos to demonstrate the retirement at all stages 
of a member's life.

Idea: LAPP has a great educational video series for members. The material is presented, so that it is 
easy to understand. Click on the video below to see how "Benny, LAPP’s pension guru, takes you on a 
quick tour of the LAPP website to learn where you can find everything you will ever need to know 
about your pension no matter where you are in your journey."
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https://vimeo.com/335464475


1. PFZW 2. STRS Ohio
https://www.pfzw.nl/particulieren.html https://www.strsoh.org/

3. Ontario Teachers' 4. LAPP
https://www.otpp.com/members/my/ https://www.lapp.ca/page/lapp-home

5. OPTrust 6. ABP
https://optrust.com/Home/default.asp https://www.abp.nl/

7. OPB 8. SHEPP
https://www.opb.ca/ https://www.shepp.ca/

9. Muncipal Pension Plan 10. Teachers' Pension Scheme
https://mpp.pensionsbc.ca/ https://www.teacherspensions.co.uk/members/member-hub.aspx

Ten defined benefit websites with good clarity and flow.

Most plans highlighted below can still improve on their clarity and flow.

The websites for PFZW and ABP are in Dutch - most browser will provide you with a translation option.
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1. Visual, structural and textual clarity
2. Life events
3. From self-service to human support

▪

What's next?

How do plans structure their member feedback management 
programs?

Our research on the voice of the member is will be published soon:

Stay tuned for the last part of our public website review: From self-
service to human support. The first part of our review can be 
accessed online.
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