
Member feedback

REPUTATION

0%

10%

20%

30%

40%

50%

60%
Not at all familiar

Not very familiar

Somewhat familiar

Very familiar

Extremely familiar

Extremely familiar

Very familiar

Somewhat familiar

Not very familiar

Not at all familiar

Familiarity with the Plan

over

77%
of respondents said their 

opinion of the Plan’s 
reputation is either extremely 

good or very good.

Takeaway

Takeaway

UNIQUE VALUE
Top 3 values

76%

63%

58%

of respondents said it is very important to them that the Plan 
offers retirement income options.

said the fact that the Plan is a low-cost provider is a very 
important feature.

of respondents said it is very important the Plan is a  
member-owned and controlled co-operative.

Top 5 value words

Value

Co-operative

Trust

Integrity

Accountability

Member comment

I have only heard good 
things about the CSS 
Pension Plan, and I am 
happy with how my 
pension is growing.

“

“
Results show the CSS Pension Plan has a solid reputation through the eyes of co-op and credit union employees. Comments revealed that 
employees often heard positive things about the Plan via word of mouth from their colleagues. Although our reputation is strong, just over 
half of respondents report being somewhat familiar with the Plan, which shows there is still room to improve Plan awareness.

Responses from co-op and credit union employees align with survey results obtained from CSS employers in the summer of 2015. Like 
employers, employees also place a high value on the Plan’s internal retirement income options, status as a low-cost provider of retirement 
products and services, and co-operative governance structure. The words that respondents thought best represent the Plan are value, co-
operative, trust, integrity and accountability.

51%

23%

3%

20%

3%

As the CSS Pension Plan works to enhance stakeholder 
communication, we felt it important to gather feedback 

directly from members so we could gauge their awareness of 
the Plan, and pinpoint their information needs and preferences.

A total of 1,997 co-op and credit union employees from across 
Canada responded to the survey between November 12 
and December 7, 2015. The survey was distributed through 
participating CSS employers (note: 26 respondents were not 
CSS Pension Plan members at the time of the survey). 

Findings show that members recognize the Plan’s solid 
reputation and unique value offered through our co-operative 
governance structure, in-house retirement income options, and 
professionally managed investments at a low cost.

Results reveal most members would like the opportunity 
to connect to the Plan through digital channels. The option 
to receive direct, personalized communication was also a 
common theme. The findings align with several initiatives the 
Plan is working to implement throughout 2016 to improve 
communication with members. 



PLAN INFORMATION
Member satisfaction

D
on

't 
kn

ow
/N

A
Ve

ry
 d

iss
at

is�
ed

So
m

ew
ha

t d
iss

at
is�

ed
So

m
ew

ha
t s

at
is�

ed
Ve

ry
 sa

tis
�e

d

Top 3 channels used to access general  
Plan information

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

Don’t know

45%

42%

6%

6%
1%

Takeaway

DIGITAL COMMUNICATION
Most wanted channels*

51% 12% 11%
check the CSS 

website first
check their annual 

statement first
check with their 
employer first

Importance of digital communication by demographic

Takeaway

Top online access  
methods*

Social media usage*

75%
Use a desktop when 

going online

60%
Use a smartphone 
when going online

76% 60%

The majority of respondents have social 
accounts with Facebook (76%) and YouTube 
(60%). Daily usage is highest though for those 
with Facebook and Instagram accounts.

52% 13%

Very important Somewhat important Not very important Not at all important

Age 18-34 Age 35-44 Age 45-54 Age 55-65+

74%

46%

16%

of respondents would like 
to see Plan information via 
e-newsletter

would like to see a CSS Pen-
sion Plan mobile app

would like to connect with the 
CSS Pension Plan on social 
media in the future

Most respondents said they’re either very satisfied or somewhat satisfied with the quality of information they receive from the CSS Pension 
Plan. Comments point to a desire for more electronic access to information. Echoing this sentiment, the website is the first place most 
members will look for both general Plan information and specific account information. The Plan is currently working on a new responsive 
website that is slated for launch this year. 

Participants would most like to see a Plan e-newsletter, mobile app and social media channel in the future - all three personalized and direct 
modes of communication. Although overall results show 75% of members use desktops and 60% also use smartphones when going online, 
smartphone use is highest among millennials; nearly 89% of members age 18-34 use smartphones, while 73% would also use a desktop. To 
help meet members’ needs, we will be launching a new member e-newsletter this year and responsive website.

Top channels

*more than one answer per respondent
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24%

63%

32%

55%

36%
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42%

3% 1% 4% 1% 7% 2% 9% 2%

Daily usage



PLAN WEBSITE
Frequency of usage

RESPONSES BY:
Employer type
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Top 5 reasons for visiting*

Takeaway

News

66% check account balance

38% estimate pension

23% check unit prices

15% review retirement  
income options

12% check for news

Credit union

Co-op and other

Credit union

Co-op and other

50%

50%

Workplace location

Takeaway

30%2.5% 47%

Occupation type

19% 1% 0.5%

44%

36%

14%

  5%

Non-management

Management

Hourly

Executive
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67%

33%

The majority of respondents, 53%, visit the CSS website once in awhile. Just over 38% of respondents never visit the website, which 
presents an opportunity for the Plan to drive more traffic to it through direct communication and help point members to information they may 
find helpful. Most members use the website for personalized reasons like checking their account balance and projecting their pension.

A balanced number of credit union and co-op employees responded to the survey with 50% of each. Most respondents work in 
Saskatchewan, followed by Alberta and Manitoba, which is representative of our actual employee membership distribution across Canada. 
Respondents’ ages also mirror our membership demographics, with most in the 45-54 cohort followed by those 55-64. More women than 
men responded, which aligns with the fact that most Plan members are female.

CSS Pension Plan
(306) 244-1539  |  1-844-4CSSPEN  |  css@csspen.com  |  www.csspen.com

*more than one answer per respondent


