
MEMBER SURVEY RESULTS
As part of continuously improving the member experience, the CSS Pension Plan conducted a survey with active employee members 
from June 20 to July 31, 2019 to collect feedback about their perceptions of the Plan, existing programs and services, and identify 
opportunities to further enhance CSS’ offerings to align with member preferences. 

The Plan received a total of 3,907 responses during this timeframe from co-op and credit union employees (note: 306 respondents 
were not members of the CSS Pension Plan at the time of the survey). The survey was distributed to employees census-style through 
participating CSS employer members.

Findings indicate that the majority of members rate the Plan’s reputation as a pension provider as either good or very good. 
Members also value the Plan’s in-house retirement income options, complimentary advice offered by its Pension Plan Consultants 
and professionally managed investments at a low cost. Results also pinpointed opportunities where the Plan can further enhance 
service, including enhancing the awareness and accessibility of CSS information sources amongst certain member segments, such 
as Generation Z and Millennials.

95%
95% of respondents are aware of the 

CSS Pension Plan.

81%

66%

63%

of respondents said it is “very important” to them that the Plan 

offers retirement income options.

said it is “very important” that the Plan is a low-cost provider of 

pension benefits.

said it is “very important” that they have access to complimentary 

advice through CSS Pension Plan Consultants.

Awareness Top 3 unique values

75%
75% of respondents 

rated the CSS Pension 
Plan’s reputation as either 

“good” or “very good.”

Reputation rating Satisfaction with the quality of information 
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Most respondents (69%) say they are either “very satisfied” or “somewhat satisfied” 

with the quality of information they receive from the CSS Pension Plan. Satisfaction was 

highest amongst members closest to retirement (78% of members ages 55-65+ said 

they are either “very satisfied” or “somewhat satisfied”). The Plan is working to increase 

direct and targeted communication with members according to career level, which 

could help increase awareness and thus satisfaction levels amongst younger cohorts.
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“I think that this is a well-

managed plan and is one of 

the most important reasons for 

choosing a career with a co-

operative.”
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Website usage by demographic
Members ages 18-34 access the website and 
other Plan information resources less than 
members ages 35-54 and 55-65+. This is likely 
because this demographic is furthest away 
from retirement or is not aware of the resources 
available; this could be why this cohort’s rating of 
the Plan’s reputation and information quality was 
lower than other demographics.

Mobile app interest
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When asking respondents if they would use 
a mobile app designed to give them access 
to their account balance and other tools and 
resources, nearly 80% of members ages 18-
34 said “yes” compared to 68% of members 
ages 35-54 and 49% of members ages 55-65+. 
Creating a mobile app may be an effective 
way to increase engagement amongst 
members furthest away from retirement.

Top 5 topics considered 
most important
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Retirement planning
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Understanding of pension benefits offered through CSS
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Members ages 55-65+ reported a stronger 
understanding of the pension benefits offered 
through the CSS Pension Plan than those 
in younger cohorts with 66% rating their 
understanding as either “good” or “very 
good.” This is likely because these members 
are retirement age. Comparatively, 55% of 
members ages 35-54 rated their understanding 
as “good” or “very good,” and 47% of members 
ages 18-34 rated their understanding as “good” 
or “very good.”

Website usage
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Most members visit the Plan’s website less than 
once per week, or not at all, likely due to the long-
term nature of retirement saving. Of the 1,849 
respondents who said they visited the website, 
84% visit the myCSSPEN member portal.
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Top 3 preferred methods of receiving information
Overall The majority of survey respondents prefer to receive 

information via their annual statement, the Plan’s website, 

and/or their employer overall.

When seeking specific information about their CSS account(s), 

most members would first check the myCSSPEN member 

portal (46%), followed by their annual statement (22%) or their 

employer (19%).

Website content

66% Check account balance 
on myCSSPEN

41% Check YTD returns

21% Estimate retirement 
income

13% Access general Plan 
information

10% Use planning tools and 
calculators

The majority of members who visit the website do so to access their account balance(s), in addition to information on the Plan’s 

performance. Most respondents indicated they would most likely access their annual statement online and change their investments 

online if these self-serve tools were available on the CSS Pension Plan website; we are currently working on making these self-serve 

tools available to enhance account-management efficiency for members.

Top 5 reasons for visiting website Most wanted self-serve tools
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“I feel very fortunate to 

have the CSS Pension 

Plan in place, and I use 

the online resources 

several times a month. 

Thank you for all your 

work!”
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Demographics of respondents
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We would like to extend our thanks to all of you who took the time to complete our survey! 

Congratulations to the following winners of the five $100 Co-op gift cards: Allan B. of Four Rivers Co-op, Susan C. of Access Credit 
Union, Carlene R. of Prairie Centre Credit Union, Susan R.W. of Calgary Co-op, and Steve T. of Servus Credit Union.


