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SBCERA – Membership Survey
Survey Methodology*

*Due to rounding, totals shown on charts may not add up to 100% 1

Survey Details

Mode Online (email) and telephone

Language English and Spanish

Length 10 minutes

Survey 
Participants

2,642

Survey Fielding February 14 – March 10, 2024

Margin of Error +/-1.9%

The sample was developed from a membership file
provided by the San Bernardino County Employees’
Retirement Association comprising contact information for
its members.

Sample

Data Collection Explained

Probolsky Research is a Latina- and woman-owned market and opinion research 
firm with corporate, election, government, and non-profit clients.

Interviews were conducted using online survey methods
Participants were invited by email to access the survey by
computer, tablet, or smart phone. Participants could also
call in to complete the survey by telephone.

Respondents in all modes chose their preferred language,
English (99%) and Spanish (<1%).

Security measures precluded individuals from completing
the survey more than once.
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86% trust SBCERA to administer their retirement 
benefits
Question 1:     Do you trust SBCERA to administer your retirement benefits? 

86.4%

1.6%

12.0%

Yes No Unsure

79.0% 82.0%

86.4%

2.2% 1.6% 1.6%

2019 2021 2024

Yes

No
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87% approve of the job that SBCERA is doing
Question 3:     San Bernardino County Employees’ Retirement Association (SBCERA) is an independently operated, multi-employer defined benefit pension plan providing 
retirement, disability retirement, and death benefits for over 48,000 members and beneficiaries. SBCERA has a nine-member board with three alternates that provides direction to a 
professional management team. Do you approve or disapprove of the job that SBCERA is doing? 

86.7%

2.2%

11.0%

Approve Disapprove Unsure

71.0%
76.3%

86.7%

2.8% 2.3% 2.2%

2019 2021 2024

Approve

Disapprove
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Positive associations with SBCERA increased since 
2021
Question 5:     Which of these words and phrases, if any, would you use to describe SBCERA? Select all that apply. 

46.4%

43.4%

43.0%

37.9%

34.5%

27.1%

27.0%

23.8%

21.4%

40.2%

39.9%

37.1%

34.9%

29.2%

22.8%

20.5%

20.4%

28.0%

35.0%

35.7%

31.3%

29.6%

26.4%

16.8%

19.8%

17.1%

33.7%

Trustworthy

Prudent fiscal management

Effective communication

Accountable

Efficiency

Transparent

Superior service experience

Operational excellence

Unsure

2024
2021
2019
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79% said they are confident that their SBCERA 
benefits are safe 
Question 6:     Are you confident that your SBCERA benefits are safe and will be there for you when you retire/for the remainder of your retirement?

79.2%

3.9%

16.9%

Confident Not confident Unsure

67.8%
72.3%

79.2%

8.0% 5.5% 3.9%

2019 2021 2024

Confident

Not confident
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Uncertainty surrounding the market is the top reason 
for lack of confidence that SBCERA benefits are safe
Question 7:    Why aren’t you confident your SBCERA benefits are safe and will be there for you when you retire/for the remainder of your retirement?
[OPEN-END RESPONSE]
[ASK ONLY OF THOSE WHO ANSWERED ‘NOT CONFIDENT’ TO Q6] 

29.1%

17.5%

16.5%

12.6%

10.7%

8.7%

1.9%

Uncertainty with market or future

Lack of communication/information

Poor handling of funds/plans

Political influence/Political concerns

Lack of trust

Poor customer service

Other

79.2%

3.9% 16.9%

Q6: Confidence in Safety 
of Benefits
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52% have used the SBCERA website in the last year
Question 8:     Have you used the SBCERA website in the last year? Note: This is the main SBCERA website, not the online member portal. 

51.5%

41.4%

7.1%

Yes No Unsure

53.8% 51.5%

41.1% 41.4%

2021 2024

Yes No
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89% find it easy to navigate SBCERA’s website 
Question 9:     Was SBCERA’s website easy to navigate and user friendly?
[IF ANSWERED “YES” TO Q8]

89.4%

5.2% 5.4%

Yes No Unsure

51.5%41.4%

7.1%

Q8: Used SBCERA’s 
website in the last year

82.9%

89.4%

7.0% 5.2%

2021 2024

Yes No
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60% have used their mySBCERA online member 
portal in the last year 
Question 11:     Have you used your mySBCERA online member portal in the last year? Note: This is the member portal, not the main SBCERA website. 

59.8%

32.8%

7.5%

Yes No Unsure

53.3%
59.8%

38.6% 32.8%

2021 2024

Yes No
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89% found mySBCERA easy to navigate
Question 12:     In general, was your mySBCERA online member portal easy to navigate and user friendly?
[IF ANSWERED “YES” TO Q11]

89.4%

5.5% 5.1%

Yes No Unsure

59.7%
32.8%

7.5%

Q11: Used mySBCERA
portal in the last year84.5%

89.4%

5.8% 5.5%

2021 2024

Yes No
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73% have set up their online mySBCERA accounts
Question 14:     Have you set up an online mySBCERA account to access online services? 

72.5%

12.8%

3.6%
11.1%

Yes No I tried, but was unable to Unsure

64.4%
74.1% 72.5%

22.9%
14.3% 12.8%

4.2% 5.3%
3.6%

2019 2021 2024

Yes

No

I tried, but was
unable to
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Many members who have not set up mySBCERA just do 
not see a need for it
Question 15:    Why haven’t you set up an online mySBCERA account?
[OPEN-END RESPONSE]
[ASK ONLY OF THOSE WHO ANSWERED ‘NO’ TO Q14] 

39.2%

14.8%

13.1%

10.7%

7.1%

7.1%

3.3%

2.4%

I don't see the need for it

Don't know how to set it up/Don't have time for setup

Unaware of it as an option

Limited computer or wifi use/Not computer literate

I don't want to use it

I prefer in-person transactions

Login difficulties

Other

72.5%

12.8%

3.6%

11.1%

Q14: Set up mySBCERA
account
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47% have already completed at least one online 
request in mySBCERA
Question 16:     Which of the following online requests have you completed in mySBCERA? Select all that apply.
[IF ANSWERED “YES” TO Q14]

15.5%

11.2%

7.9%

3.0%

1.7%

0.6%

17.8%

5.9%

47.3%

Changed your tax withholdings

Updated your bank account information

Applied for retirement online

Purchased service credit online

Applied for disability retirement online

Processed a refund online

Other

Unsure

None, I haven’t done any of these online 

72.5%

12.8%

3.6%

11.1%

Q14: Set up mySBCERA
account
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92% found the process of completing their online 
request easy
Question 17:     How easy was the process of completing your online request?
[IF ANSWERED ANYTHING EXCEPT “NONE, I HAVEN’T DONE ANY OF THESE ONLINE” OR “UNSURE” TO Q16]

91.9%

6.2%
1.9%

Easy Difficult Unsure

46.8%
47.3%

5.9%

Q16: Completed Online 
Request on mySBCERA
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91% found it easy to navigate through the online 
form
Question 18:     How easy was it to navigate through the online form?
[IF ANSWERED ANYTHING EXCEPT “NONE, I HAVEN’T DONE ANY OF THESE ONLINE” OR “UNSURE” TO Q16]

90.6%

4.6% 4.8%

Easy Difficult Unsure

46.8%
47.3%

5.9%

Q16: Completed Online 
Request on mySBCERA
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92% were satisfied with their experience in completing 
an online request
Question 19:     Overall, how satisfied were you with your experience in completing your online request?
[IF ANSWERED ANYTHING EXCEPT “NONE, I HAVEN’T DONE ANY OF THESE ONLINE” OR “UNSURE” TO Q16]

92.4%

5.5%
2.0%

Satisfied Dissatisfied Unsure

46.8%
47.3%

5.9%

Q16: Completed Online 
Request on mySBCERA
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76% agree that SBCERA provides good customer 
service
Question 20:     Agree or disagree: SBCERA provides good customer service. 

76.0%

3.9%

20.0%

Agree Disagree Unsure

63.2% 63.9% 76.0%

4.5% 6.6% 3.9%

2019 2021 2024

Agree

Disagree
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SBCERA ranks high among other national 
retirement service providers

76.0%

74.6%

71.5%
70.8% 70.7%

69.7% 69.7%
69.2%

68.8%

SBCERA Charles A.
Schwab

Bank of America
(including Merrill)

Vanguard Fidelity
Investments

Lincoln Financial
Group

T. Rowe Price Ascensus Principal
Financial Group

Question 20:     Agree or disagree: SBCERA provides good customer service. 

*Data from Probolsky Research and jdpower.com 2023 U.S. Retirement Plan Digital Experience Study
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43% would like to learn more about annual cost-
of-living adjustments
Question 23:     Which of the following topics would you like to learn more about from SBCERA? Select all that apply. 

42.6%

27.8%

26.8%

25.5%

23.9%

23.7%

16.1%

12.0%

10.5%

9.0%

7.9%

7.9%

6.2%

5.8%

3.7%

20.7%

45.9%

29.8%

33.1%

27.4%

36.4%

36.5%

18.1%

15.6%

16.2%

11.6%

11.2%

10.9%

7.4%

10.6%

3.7%

16.1%

47.8%

30.0%

32.2%

18.8%

41.1%

39.5%

18.8%

18.9%

17.6%

12.6%

9.5%

10.5%

8.7%

9.8%

3.3%

4.1%

Annual cost-of-living adjustment (COLA)

Death benefits

Investment performance

Beneficiary options

Calculating your retirement benefit

Preparing for retirement

Returning to work after retirement

Reciprocity with other retirement systems

Purchasing service credit

Disability retirement

SBCERA staff and organization

SBCERA Board of Retirement

Divorce and your retirement benefits

Terminating employment

Other

Unsure

2024
2021
2019
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31.4%

48.3%

13.9%

1.4%

2.0%

3.0%

28.7%

46.5%

16.1%

1.6%

3.0%

4.1%

31.4%

41.0%

16.6%

1.6%

5.6%

3.7%

Very often

Often

Seldom

Never

I don’t receive communications from SBCERA 

Unsure

2024
2021
2019
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80% read communications from SBCERA often or 
very often
Question 24:     SBCERA periodically sends communications to members. How often do you read communications from SBCERA? 

79.7%
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33% said they don’t read communications from SBCERA 
because it doesn’t apply to them
Question 25:     Why don’t you read communications from SBCERA more often?
[OPEN-END RESPONSE] 
[ASK ONLY OF THOSE WHO ANSWERED ‘SELDOM’ OR ‘NEVER’ TO Q24]

33.3%

17.5%

13.5%

7.5%

4.3%

3.5%

3.3%

2.8%

2.0%

1.0%

4.0%

7.5%

It doesn’t apply to me (already retired, too long before I retire)

I'm too busy

I don't think its important/ Not interested

I don't usually receive them

I just don’t want to

I receive too much email

There's too much information there

I prefer a different mode to receive them (mail, etc)

I don't understand it

I have access problems

Unsure

Other

15.3%

81.7%

3.0%

Q24: Read SBCERA 
Communications Seldom 

or Never
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Of those who read SBCERA communications very often or 
often, 86% think they are just about right in length
Question 26:     Do you think the communications you receive from SBCERA are too short and not descriptive, too long and wordy or just about right? 
[IF ANSWERED VERY OFTEN OR OFTEN TO Q24]

2.9%

85.7%

4.9%

6.4%

4.9%

79.3%

6.2%

9.6%

3.6%

81.0%

7.0%

8.4%

Too long and wordy

Just about right

Too short and not descriptive

Unsure

2024
2021
2019

79.7%

13.9%
6.4%

Q24: Read SBCERA 
Communications Often 

or Very Often
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66% would use the SBCERA website if they had a 
question about retirement benefits
Question 27:     If you had a question about your SBCERA retirement benefits, where would you go to find the answer? Select all that apply. 

66.3%

58.4%

10.3%

9.9%

0.5%

2.6%

4.6%

53.1%

69.2%

15.9%

12.3%

0.7%

0.5%

6.9%

88.2%

16.2%

11.9%

0.7%

0.8%

5.4%

SBCERA website

SBCERA staff

SBCERA

Employer’s payroll or human resources department 

Coworker or other person in my work unit

Another department

Would not contact anyone

Unsure

2024
2021
2019
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32% called SBCERA in the past year; 53% did not 
contact
Question 28:     Over the past year, by which of the following methods, if any, have you contacted SBCERA? Select all that apply. 

31.8%

9.6%

14.3%

5.7%

9.0%

52.6%

3.5%

30.6%

4.4%

20.6%

10.2%

53.3%

4.8%

Called

Visited

Sent e-mail

Sent a message through the contact us page of SBCERA’s website 

Sent a message through mySBCERA

Did not contact SBCERA

Unsure

2024
2021
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88% are satisfied with their most recent contact 
with SBCERA
Question 29:     Thinking about your most recent contact with SBCERA, were you satisfied or dissatisfied?
[IF ANSWERED CALLED, VISITED, SENT E-MAIL, OR SENT MESSAGE TO Q28]

87.9%

9.0%
3.1%

Satisfied Dissatisfied Unsure

81.8% 79.4%
87.9%

10.0% 13.1% 9.0%

2019 2021 2024

Satisfied

Dissatisfied

43.9%

52.6%

3.5%

Q28: Contacted SBCERA
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88% prefer that SBCERA keep them informed by 
email
Question 32:     How would you prefer that SBCERA keep you informed? Select all that apply. 

88.1%

29.7%

19.6%

10.1%

7.6%

16.0%

3.9%

2.1%

80.7%

23.3%

44.3%

25.8%

8.7%

7.3%

19.0%

1.4%

1.8%

72.4%

16.7%

26.5%

26.5%

16.5%

23.4%

1.6%

2.8%

E-mails

Text messages

Newsletter mailed to your home

Website posts

YouTube videos

Social media posts (e.g., Facebook, LinkedIn, and Twitter)

Events (such as seminars, training, and workshops)

Some other way

Unsure

2024
2021
2019
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38% prefer SBCERA communicate with them 
quarterly
Question 33:     How often would you prefer SBCERA to communicate with you? 

30.6%

37.9%

2.7%

24.8%

1.0%

2.9%

29.0%

43.0%

2.9%

21.4%

1.0%

2.8%

28.2%

45.5%

3.1%

19.7%

0.9%

2.5%

Monthly

Quarterly

Annually

As necessary (tied to life events such as retirement, vesting, etc.)

Some other frequency

Unsure

2024
2021
2019
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42% are most interested in short “quick tip” videos on 
member education
Question 34:     Thinking about member education, which of the following are you most interested in? Select all that apply. 

42.3%

29.0%

19.4%

18.3%

9.8%

33.4%

43.3%

29.6%

22.6%

21.5%

31.3%

Short “quick tip” videos 

Recorded webinar

Live webinar

In-person seminar

Podcast

Unsure

2024
2021
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41% plan on retiring within 5 years
Question 36:     When do you plan to retire? 
[ASK OF ACTIVE, DEFERRED AND UNKNOWN MEMBERS ONLY]

9.4%

32.0%

19.0%

14.5%

8.9%

9.4%

3.2%

3.6%

10.6%

30.8%

18.2%

13.1%

11.4%

9.8%

1.1%

5.1%

8.0%

32.8%

17.8%

13.5%

15.2%

8.9%

0.9%

2.9%

Less than a year

1 to 5 years

6 to 10 years

11 to 15 years

16 to 20 years

More than 20 years

Other

Unsure

2024
2021
2019

41.4%
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35% said that their main concern about retirement is 
having enough money
Question 37:     What is your biggest concern when you think about retirement?
[OPEN-END RESPONSE]
[ASK OF ACTIVE, DEFERRED AND UNKNOWN MEMBERS ONLY]

35.3%

19.1%

10.4%

6.1%

4.6%

4.3%

3.5%

3.2%

3.1%

1.8%

1.3%

1.3%

3.9%

11.3%

Having enough money in retirement

Medical insurance coverage and amount

Getting the correct retirement amount and benefits

Keeping up with COLA and Inflation

Understanding the correct retirement process

That my money or SBCERA will be gone

Retirement age (retiring early, right retirement age)

Making the right decision about my retirement

Being able to afford paying for insurance/retirement

Making it to my retirement

Beneficiaries getting what they should

Taxes and the government

Other

None
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23% said that their main concern about the rest of their 
retirement is financial security and sustainability
Question 38:     What is your biggest concern when you think about the rest of your retirement? 
[OPEN-END RESPONSE]
[ASK OF ACTIVE PAYEE, RETIRED AND RETIRED (DISABILITY) MEMBERS]

23.1%

12.1%

11.9%

8.6%

8.5%

6.5%

5.3%

3.1%

2.8%

26.9%

Financial security and retirement sustainability

Funding and stability of funds / Funds security

Cost of living / COLA / Inflation

Health/Healthcare costs

SBCERA investment strategy, performance and other concerns

Government/Economic/Market impact

Family, beneficiary and other personal concerns

Other

Unsure

None
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72% say they would benefit most from understanding 
Medicare and post-retirement healthcare
Question 39:     What resources would benefit you most as you get close to your planned retirement? Select all that apply 
[ASK ONLY OF THOSE WHO ANSWERED ‘LESS THAN A YEAR’ OR ‘1 TO 5 YEARS’ TO Q36]

72.0%

61.1%

41.8%

40.1%

37.1%

5.4%

4.2%

Information about understanding Medicare and post-retirement healthcare

Information about how to calculate my future retirement benefit

Financial preparedness workshops

Opportunity to talk with a retired member about the transition to retirement

Information about supplemental retirement savings plans

Other

None of the above

41.4%
55.0%

3.6%

Q36: Retiring within 
5 years 
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Only 10% say they experienced difficulty transitioning 
to retirement
Question 40:     Did you experience any difficulty transitioning to retirement? 
[AMONG RETIRED AND RETIRED (DISABILITY) MEMBERS]

10.0%

87.6%

2.4%

Yes No Unsure
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Personal and lifestyle adjustments and financial 
challenges are the top difficulties members experienced 
when transitioning to retirement
Question 41:    What difficulties did you experience transitioning to retirement?
[OPEN-END RESPONSE]
[ASK ONLY OF THOSE WHO ANSWERED ‘YES’ TO Q40] 

31.3%

30.1%

18.7%

17.5%

11.4%

5.4%

3.6%

4.2%

Personal and lifestyle adjustments

Financial and administrative challenges

Concerns about healthcare and well-being

Procedural and system issues

Communication and support

Being forced to retire

Other

Can't recall/None

10.0%

87.6%

2.4%

Q40: Experienced Difficulty 
Transitioning to Retirement
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64% say it would have been beneficial to talk with 
retired member about the transition to retirement
Question 42:     How beneficial do you think it would have been to talk with a retired member about the transition to retirement? 
[AMONG RETIRED AND RETIRED (DISABILITY) MEMBERS]

63.6%

17.3% 19.0%

Beneficial Not beneficial Unsure

Very
49.2%

Somewhat
50.8%

Among those who said 
Beneficial
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Demographics
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Sample Demographics

33.5%

3.5%

7.9%

55.1%

Active

Deferred

Retired (Disabled)

Retired

75.4%

10.9%

12.8%

1.0%

General Tier I

General Tier II

Safety Tier I

Safety Tier II

83.2%

5.7%

6.6%

1.0%

0.8%

0.6%

0.6%

0.3%

0.2%

0.2%

0.1%

0.1%

0.1%

0.1%

0.1%

San Bernardino County

SCAQMD

Superior Court

SBCERA

CA State Assoc. of Counties

City of Big Bear Lake

City of Chino Hills

Mojave Desert AQMD

S.B. County Trans Authority

DWP City of Big Bear Lake

Barstow Fire Protection Dist.

Crestline Sanitation District

Hesperia Rec. and Park District

Local Agency Formation Comm.

Other

Membership Status

Plan Name

Last Employer
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PROBOLSKY RESEARCH
23 Corporate Plaza Suite 150 Newport Beach CA 92660

Newport Beach
(949) 855-6400

Washington DC
(202) 559-0270

Opinion Research on 
Elections and Public Policy

Questions?

Adam Probolsky, President
O: 949-855-6400 | M: 949-697-6726
E: adam@probolskyresearch.com 

San Francisco
(415) 870-8150

Alyce Basil, Senior Research Analyst
E: alyce@probolskyresearch.com
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