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This presentation has been prepared for the Actuaries Institute 2015 
Actuaries Summit.  

The Institute Council wishes it to be understood that opinions put forward 
herein are not necessarily those of the Institute and the Council is not 

responsible for those opinions. 
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Background 
• 2014 UK Budget: announced wide ranging changes to 

pension provision in the UK, allowing members full flexibility 
over how they take benefits at retirement 

• 4 pension options: 
– An annuity – a guaranteed income for life (or fixed term) 
– Flexible access – flexible drawdown or partial pension encashment (PPE) 
– Take it all in cash 
– Defer – leave it all for now 

• Part of the changes included the Government’s promise that 
all individuals with an accumulation benefit approaching 
retirement will have access to good quality, free and impartial 
guidance through the service: Pension Wise. 



Background (ctd) 
Pensions minister Steve Webb said:  

“This April is the start of a new pensions 
culture. ... But when you are looking at 
your pension pot and your retirement 
income for decades to come, the best 
thing is to take your time and weigh up 
the very best options for you. 
The first step should be to speak to 
Pension Wise to understand all your 
options.” 

 



What is the guidance guarantee? 
• Pension Wise - guidance online, over the phone or face to face 
• Tailored guidance to explain options and consequences, as well as 

tips on how to get the best deal 
• But it will not: 

– Give technical advice 
– Advise on which particular product is right for the individual 
– Advise on how to mix an annuity with drawdown 
– Give help on investments 
– Make any recommendations regarding a specific product or 

product provider 
• Guidance is intended to provide clear next steps and appropriate 

signposting to further sources of information or financial advice 



How is it delivered? 
• Pension Wise guidance appointments: Individuals can book a phone 

or face-to-face guidance appointment to help them understand 
their pension options 

• Appointments are free and impartial. Phone appointments are with 
The Pensions Advisory Service and face-to-face appointments take 
place at branches of the Citizens Advice services.  

• An on-line service will also be developed by the Government. 
• Afterwards the individual will receive a letter with a summary of the 

pension options and what they mean for their circumstances. 
• Pension Wise guidance specialists don’t recommend any products or 

companies and won’t tell people how to invest their money. 



Guidance appointments 
• Preparation is key - spend the appointment discussing their 

circumstances and options 
• The more a trained guidance specialist knows, the more they 

can tailor guidance to the person’s needs. 
• To make the appointment as useful as possible, consumers are 

advised to know the following information: 
– the value of their pension pot(s) - check pension paperwork or ask 

pension provider  
– an estimate of their State Pension 
– any special arrangements attached to their pension pot, eg 

guarantees 
– think about financial circumstances in general and plans for 

retirement 



Pension Wise live from late March 2015 
• About 320,000 people retire each year with a defined contribution (DC) 

pension 
• Individuals have been delaying decisions since 2014 Budget announcement 
• Pension Wise handled around 3,600 calls in its first two weeks, with more than 

750,000 using its website, official figures show. Of those, only 1,400 booked a 
follow-up appointment for phone guidance and 400 booked face-to-face 
appointments.  

• Pension Wise has the capacity to provide 10,000 appointments a week in 
April, and over 400,000 appointments a year. 

• Estimated delivery cost for Pension Wise in 2015/16 = £35 million: funded by 
levy on financial firms including advisers 

• Savers have also turned to providers for pensions guidance, with the largest 
firms fielding 3,000 calls a day each. 



Clear difference: guidance vs advice 
• Guidance can help people consider the important questions 

they need to ask before making decisions at retirement  
• Complexity of decisions 
• May be more likely to consult a regulated independent 

financial adviser for individual help to ensure they are making 
the right choices 

• Individuals may start to understand the difference between: 
– a free guidance session, which tells you the important questions 

but doesn’t give you any answers, and  
– professional, expert advice which you need to pay for, but which 

then ensures you make good choices 



What should funds do? 
• Communications after April 2015 must signpost how 

members access the Pension Wise service 
• Streamline provision of information members will need to 

share with the guidance provider, to ensure the 
guidance delivered is complete and appropriate 

• Conversely the Pension Wise service will need to highlight 
to members where they can seek further 
advice/guidance 

• Trustees and employers will also need to be ready for 
requests for further support from members 



Surveys of fund trustees and employers 
show ... 

Source: Mercer UK 



Simplified advice 
• Providers discussing how to potentially fill perceived gap 

between free Pension Wise guidance and full advice – 
possibly through partnerships with advisers 

• Just Retirement is the first provider to formally launch a 
simplified advice firm - initially being offered to other 
pension providers 

• Pension savers using the service will be provided with 
regulated advice, including personalised 
recommendations 

• Those with more complex financial needs will be able to 
access a higher level of advice 
 



How could this apply in Australia? 
“For the financial system, technology-driven innovation is 
transformative. New business models, products and services are 
emerging, driving competition and changing the way users 
interact with the system.” 
Financial System Inquiry Final Report  

 



Use of technology 
• Online delivery 
• Video is becoming the new content 
• YouTube channels 
• Open forums – live Q&A 
• Content and branding has to be across the 

social environments 
• Educate on options – build understanding 
• Roboadvice 

 



Discussion 
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