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What is an RMD anyway? 



Required Minimum Distribution (a.k.a. RMD)  

What	is	
an	RMD?	

How	much	
is	my	RMD	
this	year?	

How	will	
RMDs	affect	
my	taxes?	

What	is	my	
RMD	

deadline?	

The minimum amount of money the IRS requires you to withdraw from 
 your IRA each year after you turn 70½   

 



Why RMDs? 
 

975,000 
# of RMD customers in 2016 

After visiting the Fidelity.com, more than 50% of RMD customers  
call representatives for help with their IRA withdrawal. 

 

550,000 
RMD calls per year 



When are customers calling? 

29% 

44% 

17% 

10% 

Before login During transaction After transaction After login 
Pre-transaction 

73% of customers call us before even reaching the online transaction 



32% 

16% 

Education & Reassurance 

Status & Tracking 

Why are customers calling? 
32% of customers call to make sure they understand and are on the right track 



It’s time for a content audit. 



Source: Content audit scoring results of 180+ pages with IRA withdrawal intent	

78% 
pages had no direct path to 

 take action 

64% 
of onsite search results weren’t 
relevant to the customer intent 

Learn More Loop 
The end to end experience is disjointed,  

putting too much guesswork on the customer  
and leading them down too many pathways.  

Harvard Law Review 
RMDs are complicated to understand, the 

language is so jargon heavy that it requires a 
higher level of education to comprehend.  

Where does Fidelity.com fall short? 
Reviewed over 180+ pages using the top 10 search results  









“Learn More Loop” – the current site structure  
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Irrelevant search results 

No action No action 

Product promotion 

No action 

Hidden action CTA 

Disjointed design 
Appears low in search 



“ When I want to get my money, Fidelity.com makes it 
difficult for me to find what I need, understand what I 
should do, and confirm what I’ve done. Because of 
this, I’m not confident I’m doing the right thing, so I 
call a representative for guidance and reassurance. ” 

Customer problem statement 



Setting the customer up for success 



“Act Plan Learn” – the content strategy 

ACT PLAN LEARN 

The goal of this strategy is to increase customer confidence. 

 Simplicity – simple design and clear language with a conversational tone 
 Personalization – remove the guesswork by providing a personalized experience whenever possible 

 Customer Journey – surface the right content at the right time instead of pushing products 
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Your Guide to RMDs 
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1. RMD amount, calculation and online transaction CTA 

2. What you need to know – the top 3 FAQs 

3. Tax implications, estimates, and potential penalties 

4. Fidelity’s take on RMDs – thought leadership 

5. Planning and tools – calculators and automatic withdrawals 

6. Virtual Assistant customer service chat bot 

Establishing a content hierarchy 
Using existing call listening date and after speaking with RMD phone representatives, we were 

able to narrow down the main reasons why first time customers call. 



130,000 
# of first time RMD 
customers in 2017 

85,000 
calls per year 

10:24 
minutes per call 

1st 

Guide to RMDs MVP1 
Giving the answers to the top questions asked by customers who are taking their first 

RMD, all on one page. 



15.25% 
more customers took their RMD online 

Call volume went down 

27% 

Withdraw 
money	

Next 

78% 
more automatic withdrawal starts 

Average call time went down 

2 mins 

The results are in! 
We tested the Guide to RMDs against the current Retirement Distribution Center (RDC). 


