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Agenda

• Why is this disruption happening? 
• How are Fintechs impacting the DC 

industry?
• What can we learn about plan member 

engagement from Fintech companies?
• What do service providers and plan 

sponsors do to keep pace?
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Every Industry Business Model Is 
Changing and Start Ups Are Innovating 

Faster Than Incumbents 
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What Are FinTech, InsurTech, 
WealthTech, HealthTech?

• It is also transformation below the surface

• FinTech is also non-financial companies that are offering services to their 
users not because there is a gap—but because they see the opportunity

DEFINITION: Terms used to mainly define start‐ups who are 
addressing gaps in (a) existing products and services, or (b) the 
current “customer experience”, that incumbents (existing) 
companies cannot, or will not, or haven’t yet been able to, address
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Why Is This Disruption 
Happening? 

It is a demand-side issue—not a supply-side 
issue
• There are three main factors creating friction 

points and they are inter-connected
1. Changing consumer expectations
2. Shifting demographics
3. Exponential technology advancements
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Consumer Expectations Are Changing

• Consumers are increasingly educated and 
have greater access to information

• Consumer services and sales experiences in 
other industries are changing plan member 
expectations 

• Consumers crave simplicity with the vast 
amount of information available

• Financial services industry is generally 
complicated, product focused and not 
focused on the consumer’s goals

• Greater demand for transparency

Transparency 
Convenience

Simplicity             
Goals based solutions

Personalized 
interactions
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Demographics Are Shifting

50%
Global Workforce by 2020

Will be Millennials—Digital Natives

$56 Trillion
Global High Net Worth Wealth in 2016

By 2020
50% Investible Assets

Controlled by Gen X and Millennials 
(age 16-50)

50% 
Typical Asset Attrition in Wealth Transfer

Because of the 
Great Recession

Millennials Inherently Distrust Banks

53% 
Believe Banks Are Differentiated

71% 
Would Rather Go the Dentist than the Bank

One in Three 
Is Open to Changing Banks in the next 90 Days
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Technology Is Advancing Exponentially
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How Are Fintechs Impacting 
the DC Industry?

Technology is a catalyst for change because 
it helps address the friction points
1. Overview of Fintechs
2. What is happening with Robo-Advisors? How are they 

impacting the DC industry? 
3. Fintech opportunities beyond Robo-Advisors in the DC 

industry?
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Fintech Is Growing Rapidly in 
Canada Across Multiple Categories 

Within Financial Services

http://crowdmatrix.co/home/fintech‐shaping‐future/
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These 250 Fintech Companies Are Transforming Financial Services

“The financial 
services industry 
will see more 
change in the next 
10 years than it 
has in the last 100” 
—CB Insights CEO 
Anand Sanwal

Ancillary FinTechs in Artificial 
Intelligence, Wearables & 
RegTech will also impact 
financial services
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Other Geographies Are Accelerating Faster the North America. 
China Has More People Using FinTech Start-ups Than Banks. 

HealthTech Is Exploding
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Robo-Advisor Have Created an Opportunity 
Based on Consumer Demand, the Macro 

Environment and by Leveraging Technology

• Disrupting on key friction points:
– Customer experience
– Price and fee transparency
– Ability to develop and pivot quickly

• Market entry strategy: 
– Typically enter the market servicing the consumer, and then shift 

to B2B or group businesses as they need to acquire 
customer/market share

Macro and external factors
• Low interest rates
• Market crash ad volatility
• Declining corporate profits
• Movement to DC plans
• Increased popularity of ETFs and 

asset allocation solutions
• Increased fee transparency

Client Demand
• Rise in consumer adoption of 

financial technology
• Experience expectations being set by 

retail digital interactions
• Higher proportion of digital user and 

digital natives

Technological 
advancement

Enter:
Robo-Advisors
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RoboAdvisors Have Already 
Arrived . . .

• Initial entry into the Canadian DC Retirement industry has been in Group RRSPs

• US Robo-Advisors are entering the 401(k) market

• Robo-Advisor challenges will be expanding their products to pension plans due to the 
regulatory and legislative requirements particularly around plan sponsor reporting

It’s Here: A Better Group RRSP For Your Workplace  (July/16)

Launched May/16 

Launched Betterment for Business (Jan/16) 
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1. Robo-Advisors Are Offering an 
Experience Aligned With Customer 

Expectations

• Typical Robo-Advisor experience
• Modern online interface
• Automatic rebalancing
• Low cost ETF portfolios and management fees
• Goals based solutions
• Access to financial advice online and over the phone
• Finger print log-in, paperless transfers, mobile, and 

payroll integration
• Seamless rollover from group to individual RRSPs 

upon termination 
• Value add partnerships (e.g., airport lounge access)
• Rewards for auto-deposits and transfers
• Sponsor and advisor access 

• Simplicity 
• Easy to understand
• Frictionless experience
• Fee transparency
• Incentives and rewards 
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2. Robo-Advisor Pricing vs. 
Traditional Group RRSP Providers

Nest 
Wealth

WealthBar Wealthsim
ple

INVESTMENT
APPROACH Passive Passive-

Active Hybrid Passive

MINIMUM
ACCOUNT SIZE None $5,000 None

ANNUAL FEES 
FOR A $50,000 
ACCOUNT

$416
(0.83%)

$430 
(0.86%)

$353 
(0.71%)

ANNUAL FEES 
FOR A 
$200,000
ACCOUNT

$1,360
(0.68%)

$1,710 
(0.85%)

$1,472 
(0.74%)

Source: http://www.moneysense.ca/save/investing/etfs/which-robo-advisor-is-right-for-you/

Traditional Group RRSP provider 
pricing is approximately a 2% 
Investment Management Fee
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3. Robo-Advisors Can Develop and Pivot 
Quickly Which Allows Them to Enter and 

Rapidly Grow in New Markets

• Robo-Advisors have entered the 
market and have grown rapidly 
– WealthSimple has grown to $1B and 

30,000 clients (May/17) since being 
founded in Sept 2014

– Recently expanded to the U.S. and 
launched Wealthsimple Black (Jan 2017)

– Plans to expand to the UK (Sept 2017)
• What is the size of the opportunity for 

Robo-Advisors in Canada?
• How quickly can incumbents adapt 

and innovate? What prevents 
innovation?

Source: Investor Economics
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Global Robo-Advisors—
Over $50B USD in Assets, Still Only 
1% of the Assets (As of April 2016)

Source: https://www.theglobeandmail.com/globe-investor/retirement/retire-planning/for-robo-advisers-the-next-bear-market-is-make-or-break/article29710166/
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Fintech Opportunities Beyond 
Robo-Advisors in the DC Industry?

• Robo-advisors are only the beginning of Fintechs that could 
enter the DC industry

• Market entry will likely be similar to Robo-Advisors where the 
focus is on leveraging Fintech capabilities built for retail 
financial services to the DC industry

• Areas of disruption could include: AI (Artificial Intelligence)/ML 
(Machine learning), IoT (Internet of Things), Blockchain, and 
by creating integrated offerings across financial services 
solutions (e.g., insurance, banking, benefits, and etc.)

Example:
• How could a Banking Digital Assistant (Bot) leveraging AI be adapted to the DC industry?
• What other retail Fintech capabilities could be adapted to the DC industry?
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What Can We Learn About 
Plan Member Engagment From 

Fintech Companies?
What do service providers and plan sponsors do to 
keep pace?
1. Design solutions focused on the plan member holistic experience
2. Engage the Fintech ecosystem and find opportunities to 

collaborate
3. There’s no silver bullet! Shift your organization by managing a 

portfolio of innovation initiatives
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1. Design Solutions Focused on the 
Plan Member’s Holistic Experience

What can service provider do?
• Segment your plan members
• Observe them in the “wild” and learn about their:

– Pain points
– Gains/pleasure points
– Jobs to be done

• Develop ideas and build prototypes to test with plan 
members with the intent to adapt and modify

• Focus on holistic and integrated experiences vs. product 
solutions

• Create a personalized experience that allows plan 
members the flexibility of moving between human and 
digital interactions

• Leverage your existing customer base and data to drive 
deep, experience-driven relationships

• Make things simple! 
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1. Design Solutions Focused on the 
Plan Member’s Holistic Experience

What can advisors do?
• Be digital—adopt and understand it yourself
• Use the tools millennial and digital native plan members prefer:

– Digital onboarding
– Acquisition via social, peers, podcasts—channel of choice
– Leverage digital marketing and social media 

• Market to plan member holistic lifestyle priorities
• Consider if your advisor business model needs to change and 

whether you be disrupted?

What can plan sponsors do?
• Assess whether your service provider is keeping pace 

with the experience your plan members want and expect
• Ask your service provider for how they measure plan member 

satisfaction, engagement and improvements to experience

5D-23



2. Engage the Fintech Ecosystem 
and Find Opportunities 

to Collaborate
• Engage and become educated about the Fintech

ecosystem
• Service providers should find opportunities to 

collaborate with Fintechs which may come in 
many forms:

– Create forums to engage Fintechs in helping you 
solve a business problem (e.g., Hackatons)

– Consider partnerships—Fintechs are seeing the 
need to access your distribution/customer channel 
and data to continue to grow and improve their 
solutions

– Invest in or acquire Fintechs who have created 
capabilities that are not possessed internally

• These partnerships are already happening . . .
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3. There’s No Silver Bullet! 
Shift Your Organization by Managing 
a Portfolio of Innovation Initiatives

• Incumbents need to innovate to keep 
pace with Fintechs and start ups

• Develop an innovation program aligned 
to your business strategy

• Manage a portfolio of innovation 
initiatives—it’s like asset allocation!

• Percent allocations will vary by company
• Determine how you can collaborate 

with the Fintech ecosystem to move 
forward your innovation portfolio

https://hbr.org/2012/05/managing-your-innovation-portfolio
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Key Takeaways
• Every industry business model is changing and start ups are 

innovating faster than incumbents
• Disruption is happening because of rising plan member 

expectations, changing demographics and exponential advancement 
in technology

• Fintechs starting with Robo-Advisors are entering the DC retirement 
industry and this is only the beginning. Fintech is much more than 
Robo-Advisors

• Service providers and plan sponsors can navigate this disruption by:
– Designing solutions focused on the plan member’s holistic experience
– Engaging the Fintech ecosystem to find opportunities to collaborate
– Innovating to keep pace with Fintech and traditional competitors
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Fintech: An Opportunity or a Threat 
for the DC Retirement Industry?

It’s only a threat if you do nothing . . .
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Questions?

Thank You!
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