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M o n e y & 
P e nsi o ns 
S er vi c e 

A b o ut P w C R e s e ar c h 
P w C R es e ar c h is P w C’ s Gl o b al C e ntr e of  E x c ell e n c e f or 

M ar k et R e s e ar c h. T h e y h a v e f ull s er vi c e m ar k et 

r e s e ar c h a g e n c y c a p a biliti e s d eli v er e d i n  h o us e wit h a 

te a m of o v e r 1 0 0 r e s e ar c h pr of e s si o n als . 

T h e y pr o vi d e d e e p i nsi g ht i nt o  c o ns u m er, e m pl o y e e 

a n d b usi n e s s a u di e n c e s f or  a r a n g e of pri v at e cli e nt s, 

p u bli c  s e ct or or g a nis ati o ns a n d c h ariti e s. 

P w C R e s e ar c h is a n M R S C o m p a n y P art n er. All M R S 

C o m p a n y P art n er s a n d t h eir e m pl o y e e s  a gr e e t o 

a d h er e t o t h e M R S C o d e of C o n d u ct a n d t h e M R S 

C o m p a n y P art n er Q u alit y C o m mit m e nt w hilst 

u n d ert a ki n g r e s e ar c h. 

T his  i n d e p e n d e nt  r e s e ar c h w a s c o m mis si o n e d b y  t h e 

M o n e y & P e nsi o ns S er vi c e 
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 B a c k gr o u n d a n d o bj e cti v e s 

H o w c a n t h e M o n e y a n d P e n si o n S er vi c e 
h el p c o n n e ct i n di vi d u al s wit h t h eir p e n si o n s ? 

T h e M o n e y a n d P e nsi o ns S er vi c e w a s t a s k e d b y 
G o v er n m e nt t o cr e at e a n d r u n a n o n -c o m m er ci al 
d a s h b o ar d – t h e M a P S D a s h b o ar d. A cr os s -
d e p art m e nt al t e a m h a s b e e n w or ki n g  t o m a k e t his 
h a p p e n a n d  is i n  t h e pr o c e s s of  d e v el o pi n g  a p e nsi o ns 

d a s h b o ar d, w hi c h “ ai m s t o h el p i n di vi d u al s t o 
a c c e ss t h eir p e nsi o ns  i nf or m ati o n o nli n e, 
s e c ur el y a n d all i n o n e pl a c e ” . 

R e c o n n e cti n g us er s wit h t h eir p e nsi o ns  will  h el p b uil d 
t h eir s e ns e of o w n er s hi p a n d e m p o w er i n di vi d u als  t o 
e n g a g e wit h t h eir p e nsi o ns, pl a n f or t h e f ut ur e a n d 
e n h a n c e t h eir fi n a n ci al w ell b ei n g. 

A k e y c o nsi d er ati o n is t h at o n c e p e o pl e ar e a bl e t o s e e 
w h at t h e y h a v e i n  t h eir  p e nsi o ns, t his will  tri g g er ot h er 
q u e sti o ns i n  p e o pl e’ s mi n ds.  T his hi g hli g ht s  a n e e d  t o 
h el p t h e m b ett er u n d er st a n d w h at t h e y h a v e a n d h o w 
t h e y c a n us e t h at i nf or m ati o n t o h el p t h e m pl a n f or 
a n d i n l at er lif e. T h e m ai n f o c us f or t h e M a P S 
D a s h b o ar d h a s t h er ef or e b e e n o n m a p pi n g t h e 
c o ns u m er j o ur n e y, a n d d e v el o pi n g  i nsi g ht i nt o t h e 
t y p e s of  c o ns u m er s w h o mi g ht  us e p e nsi o ns 
d a s h b o ar ds, t h eir o n w ar d j o ur n e ys a n d w h at t h e y 
mi g ht n e e d t o e n a bl e t h e m t o s u p p ort d e cisi o n 
m a ki n g a n d, i m p ort a ntl y h el p a v oi d p ot e nti all y 
d etri m e nt al d e cisi o ns. 

M a P S c o m mis si o n e d P w C R e s e ar c h t o c arr y o ut 
q u alit ati v e r e s e ar c h t o u n d er st a n d a n d e x pl or e: 

•  A ttit u d e s, b e h a vi o ur s, n e e ds a n d e x p e ct ati o ns of 
p ot e nti al d a s h b o ar d us er s 

•  W h at a d diti o n al g ui d a n c e a n d s u p p ort us er s n e e d 
b e y o n d a vi e w of t h eir p e nsi o ns d at a 

•  W h at c o ns u m er s w o ul d w a nt t o d o u p o n s e ei n g 
d a s h b o ar ds t o i nf or m  o ur  c ust o m er j o ur n e y 
d e si g n 

•  H o w o p e n us er s w o ul d b e t o cr e ati n g a pr ofil e 
wit h M a P S 

T his  r e s e ar c h is s e p ar at e t o, b ut l ar g el y 
c o m pl e m e nt ar y t o t h e q u alit ati v e r e s e ar c h r e c e ntl y 
c o m mis si o n e d b y t h e P e nsi o ns D a s h b o ar ds 
Pr o gr a m m e w hi c h f o c us s e d o n u n d er st a n di n g h o w 
p ot e nti al us er s m a y r e a ct t o: 

•  inf or m ati o n  t h at  is  pr es e nt e d  t o  t h e m  ( a n d  

h a s  b e e n  o utli n e d  i n  d at a  st a n d ar ds  

p u bli c ati o n) 

•  p arti al i nf or m ati o n  a b o ut  t h eir p e nsi o ns  a n d 

•  e n vis a g e d s yst e m r e q uir e m e nt s a n d li k el y us er 

j o ur n e ys 
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 E x e c uti v e s u m m ar y 

T his r e s e ar c h f o u n d a h i g h li k eli h o o d t o u s e a 
p e n si o n s d a s h b o ar d i n g e n er al a cr o ss all 
a u di e n c e s, it h a s s o m et hi n g t o off er a cr o ss 
l e v el s of e n g a g e m e nt 

•  B y pr o vi di n g  a bi g pi ct ur e vi e w of t h eir p e nsi o ns, a 
d a s h b o ar d a p p e als a cr os s a u di e n c e s – b y pr o vi di n g 
t ot al p e nsi o n  i n c o m e,  st at e p e nsi o n vi e w a n d 
r e c o n n e cti n g us er s wit h ‘l ost’ p e nsi o ns 

•  E v e n i n di vi d u als  t h at mi g ht b e c o nsi d er e d t o b e 
m or e hi g h l y e n g a g e d h a v e g a ps i n  k n o wl e d g e a n d 
will b e n efit  fr o m t h e d a s h b o ar d a n d s u p p orti n g 
g ui d a n c e - e s p e ci all y i n  l at er st a g e s of t h eir 
p e nsi o n j o ur n e y 

•  W hil e s o m e p e nsi o ns n ot b ei n g a v ail a bl e o n t h e 
d a s h b o ar d will b e dis a p p oi nti n g , cl e ar 
e x pl a n ati o ns a n d t h e a bilit y t o s et u p n otifi c ati o ns 
w o ul d h el p t o miti g at e t his 

•  U s er s v al u e t h e i n d e p e n d e n c e  a n d d at a s e c urit y 
r e a s s ur a n c e s of t h e G o v er n m e nt li n k . 

•  If r e q uir e d t o l o gi n t o us e a d a s h b o ar d s er vi c e, 
us er s h a v e a pr ef er e n c e t o cr e at e a l o gi n wit h t h e 
d a s h b o ar d pr o vi d er or us e t h e G o v. u k v erif y l o gi n 

M aj orit y ar e h a p p y t o cr e at e a pr ofil e a s t h e y 
s e e v al u e i n h a vi n g m or e t ail or e d, 
p er s o n ali s e d i nf or m ati o n a n d g ui d a n c e 

•  Pr ofil e  cr e ati o n n e e ds t o t a k e pl a c e aft er us er s 
h a v e a c c e s s e d t h e d a s h b o ar d w h e n t h e y ar e 
e n g a g e d a n d r e alis e t h e v al u e t h at pr ofil e  cr e ati o n 
will bri n g 

•  Pr ofil e  cr e ati o n is  li k el y t o b e  d o n e vi a a l a pt o p b ut 
s o m e pr ef er u si n g a p ps, t h e d a s h b o ar d a n d 
s u p p orti n g g ui d a n c e will n e e d t o b e a c c e s si bl e o n 
b ot h t o h a v e br o a d a p p e al 

T o ol s t h at all o w u s er s t o pl a y ar o u n d wit h 
c o ntri b uti o n s, r etir e m e nt a g e s, lif e st yl e s a n d 
r etir e m e nt o pti o n s ar e s e e n  a s t h e m o st 
v al u a bl e 

•  T o h el p  us er s o n c e t h e y h a v e s e e n t h eir  p e nsi o n 
d at a o n  a d a s h b o ar d , a s p art of br o a d er g ui d a n c e 
off eri n g, p r o vi di n g b a si c t o ols t h at h el p us er s pl a n 
f or r etir e m e nt, wit h t h e a bilit y t o d o m or e 
s o p histi c at e d c al c ul ati o ns f or t h e m or e e n g a g e d 
w o ul d e n h a n c e t h e e x p eri e n c e f or all a u di e n c e s 
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M et h o d ol o g y 

A b es p o k e , r efl e cti v e a p pr o a c h t o i nt er vi e w s 
w a s u s e d t o i d e ntif y u n c o n si d er e d n e e d s 

A k e y ai m of t h e r e s e ar c h w a s t o all o w i n di vi d u als  t o 
i d e ntif y  t h eir o w n  n e e ds / e x p e ct ati o ns a s w ell a s 
e x pl ori n g t h eir r e a cti o ns t o a p e nsi o ns d a s h b o ar d a n d 
w h at it c o ul d off er. T h er ef or e, r e c o n v e n e d r efl e cti v e 
i nt er vi e ws w er e c arri e d o ut t o ca pt ur e b ot h 
s p o nt a n e o us a n d c o nsi d er e d t h o u g ht s . T his a p pr o a c h 
e n a bl e d p arti ci p a nt s t o a c c e s s a n d arti c ul at e t h eir 
n e e ds wit h r e g ar d t o i nf or m ati o n a n d g ui d a n c e. 

I nt er vi e w str u ct ur e 

  

 
    

         
  

   
    

  
 

  
  

 

 

 

  
  

      
  

     
 

  

 
 

 
 

    
  

   
     

     
      

   
     

    
 

    
  

  

 
     

  

  

 

 

 
  

 

 
  

 
 

 

 
 

 

1 5 mi n ut e i niti al i nt er vi e w 

Di s c u ssi o n of g e n er al attit u d e s a n d 
b e h a vi o urs as w ell as i niti al n e e d s 
a n d w a nts fr o m a d as h b o ar d 

P e n si o n s t as k 

T o l o g o nt o p e n si o n pr o vi d er( s) sit es 
a n d r e vi e w c o nt e nt a v ail a bl e – 

f o c u si n g o n i nf or m ati o n / g ui d a n c e 
pr o vi d e d v s n e e d e d 

3 0 -4 5 mi n ut e r efl ecti v e i nt er vi e w 

D et ail e d e x pl or ati o n of t h eir 
d as h b o ar d e x p ect ati o n s a n d k e y 
i nf or m ati o n / g ui d a n c e n e e d e d 

6 0 p arti ci p a nt s wit h u n cr yst allis e d p e nsi o n  b e n efit s 
w er e r e cr uit e d a cr os s t h e U K a n d i nt er vi e w e d i n -h o m e 
vi a vi d e o  b et w e e n M ar c h - A pril 2 0 2 1. P arti ci p a nt s 
w er e r e cr uit e d fr o m diff er e nt b a c k gr o u n ds a n d at 
diff er e nt  st a g e s of t h eir  r etir e m e nt j o ur n e y,  i n cl u di n g 
a mi x of: 

S o ci o e c o n o mi c 

gr a di n g 

P e n si o n( s) a n d 
fi n a n c e 
arr a n g e m e nts 

St at e d p e n si o n 
lit er a c y a n d 
e n g a g e m e nt 

D e m o gr a p hi c 

f a ct ors 

St at e d p e nsi o n lit er a c y w a s d efi n e d  b y a s ki n g h o w 
fr e q u e ntl y p arti ci p a nt s e n g a g e d wit h t h eir p e nsi o n(s) 
pr o vi d er  a n d h o w c o nfi d e nt  t h e y f elt wit h p e nsi o ns 
a n d fi n a n ci al pl a n ni n g  f or r etir e m e nt. A n e v e n s plit of 
s elf-st at e d hi g h, m e di u m a n d l o w p e nsi o n lit er a c y 
u s er s w er e r e cr uit e d f or t his r e s e ar c h.  T h e r e s e ar c h 
r e v e al e d h o w e v er t h at i n m a n y c a s e s, i n di vi d u als o v er -
st at e t h eir c o nfi d e n c e a n d k n o wl e d g e of p e nsi o ns a n d 
r etir e m e nt pl a n ni n g a n d w e g o o n t o dis c us s t his i n 
d et ail i n t h e n e xt c h a pt er. 

F or a m or e d et ai l e d br e a k d o w n of s a m pl e str u ct ur e 
a n d d efi niti o ns, pl e a s e r ef er t o t h e d et ail e d s a m pl e 
str u ct ur e i n t h e a p p e n di x. 

T hr o u g h o ut t h e r e p ort, k e y fi n di n g s h a v e b e e n 
hi g hli g ht e d usi n g t h e f oll o wi n g  gr a p hi c: 
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 E n g a g e m e nt wit h p e n si o n s 
S elf -a s s e s s e d p e nsi o n lit er a c y w a s us e d t o s plit  t h e 
s a m pl e b y  h o w k n o wl e d g e a bl e a n d e n g a g e d us er s f e el 
ar o u n d p e nsi o ns a n d fi n a n ci al pl a n ni n g f or 
r etir e m e nt. 

•  A us er wit h hi g h  st at e d p e nsi o n lit er a c y f elt 
k n o wl e d g e a bl e a b o ut p e nsi o ns a n d t h e 
i nf or m ati o n pr e s e nt e d i n a n n u al p e nsi o n 
st at e m e nt s, w er e c o nfi d e nt i n t h eir r etir e m e nt 
pl a ns a n d r e g ul arl y e n g a g e d wit h t h eir p e nsi o n 
pr o vi d er  ( o n c e a y e ar or m or e) 

•  A us er wit h l o w  st at e d p e nsi o n lit er a c y h a d littl e 
c o nfi d e n c e i n u n d er st a n di n g t h eir a n n u al 
p e nsi o n(s) st at e m e nt a n d w h at t h e y n e e d e d  t o d o 
t o m a xi mis e t h eir r etir e m e nt i n c o m e, a n d  r ar el y 
i nt er a ct e d wit h t h eir p e nsi o n  pr o vi d er  (l e s s t h a n 
o n c e a y e ar) 

T h os e wit h hi g h er  e n g a g e m e nt i nt er a ct wit h p e nsi o ns 
usi n g  a gr e at er v ari et y of t o ols  a n d c h a n n els, a n d 
m or e fr e q u e ntl y t h a n t h os e l e s s e n g a g e d, i n cl u di n g: 

•  R e vi e wi n g a n n u al p a p er st at e m e nt s 

•  D e v el o pi n g  r etir e m e nt pl a ns, i n cl u di n g e sti m ati n g 
i n c o m e n e e d e d f or r etir e m e nt a n d s etti n g 
c o ntri b uti o n  l e v els a c c or di n gl y 

•  A c c e s si n g o nli n e a c c o u nt(s) of  p e nsi o n pr o vi d er 

•  C o nt a cti n g pr o vi d er dir e ctl y e. g. p h o n e, e m ail 

•  U si n g o nli n e  t o ols  e. g. p e nsi o n c al c ul at or 

•  Hiri n g a n i n d e p e n d e nt  fi n a n ci al a d vis or (I F A) 

Us er s’ st at e d p e n si o n lit er a c y oft e n d o e s n’t 
m at c h t h eir a ct u al u n d er st a n di n g a n d 
k n o wl e d g e 

A n e v e n  s plit of st at e d p e nsi o n lit er a c y w a s r e cr uit e d, 
h o w e v er us er s fr e q u e ntl y h a d l o w er t h a n st at e d 
p e nsi o n lit er a c y. Alt h o u g h us er s i niti all y f elt c o nfi d e nt 
i n t h eir p e nsi o n k n o wl e d g e, t h er e w er e still b arri er s t o 
u n d er st a n di n g i n  r el ati o n t o fi n a n c i al j ar g o n, t h e 
o pti o ns a v ail a bl e i n r etir e m e nt a n d h o w t h eir p e nsi o ns 
ar e i n v e st e d al o n g  wit h a s s o ci at e d ris k l e v els. T h e s e 
o nl y  b e c a m e a p p ar e nt  aft er t h e y e x pl or e d t h eir 
p e nsi o ns i n m or e d et ail pri or t o t h e r efl e cti v e 
i nt er vi e w. 

Filli n g k n o wl e d g e  g a ps e m er g e d a s a 

k e y pri orit y a m o n g all us er s a n d t hi s n e e d 
b e c o m e s m or e pr e ssi n g t h e cl os er us er s 
ar e t o t h e e n d of t h eir p e nsi o n j o ur n e y, 
w h e n t h e y ar e cl os er t o m a ki n g 
r etir e m e nt d e ci si o ns. 

E n g a g e m e nt wit h p e n si o n s a n d r etir e m e nt 
pl a n ni n g d et er mi n e s e x p e ct ati o n s a n d n e e d s 

Us er s' n e e ds a n d e x p e ct ati o ns ar e str o n gl y i nfl u e n c e d 
b y  t h eir e n g a g e m e nt , b ot h i n  fr e q u e n c y a n d t hr o u g h 
t h e r a n g e of i nf or m ati o n a n d t o ols t h e y us e t o i nt er a ct 
wit h p e nsi o ns a n d r etir e m e nt pl a n ni n g. K e y 
diff er e n c e s i n d a s h b o ar d n e e ds a n d e x p e ct ati o ns 
b et w e e n hi g h a n d l o w e n g a g e d us er s will b e 
hi g hli g ht e d t hr o u g h o ut t his r e p ort. 

“It w o ul d b e g o o d t o g et s o m e 
‘ w h at if’ s c e n ari o s, s o s h o wi n g m e 
w h at will h a p p e n if i nt er e st f all s t o 
n e g ati v e r at e s or w h at if it ri s e s t o 
1 0 %, t h at’s t h e s ort of t hi n g I w o ul d 
li k e t o k n o w ” 

M al e, 6 3, R etiri n g s o o n, hi g h e n g a g e m e nt 

“ T hi s w o ul d r e all y h e l p m e i n j u st 
gi vi n g m e s o m e i nf or m ati o n, a d vi c e 
a n d g ui d a n c e o n h o w I c a n b e st pl a n 
f or m y f ut ur e ” 

M al e, 2 4, St arti n g o ut, L o w E n g a g e m e nt 
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Hi g h er e n g a g e d us er s fi n d  it e a si er t o u n d er st a n d t h eir 
a n n u al st at e m e nt a n d h o w t h eir c o ntri b uti o ns i m p a ct 
t h e i n co m e t h e y will  r e c ei v e i n  r etir e m e nt. T h e s e 
us er s c o nti n u all y b uil d  t h eir r etir e m e nt pl a ns  a n d h a v e 
cl e ar t ar g et s f or t h eir  fi n al p e nsi o n  siz e, usi n g o nli n e 
t o ols or i n s o m e c a s e s, a n I F A, t o h el p pl a n t h e 
c o ntri b uti o ns t h e y n e e d t o m a k e t o m e et t h e s e 
t ar g et s. It w a s f o u n d a cr os s o ur  s a m pl e t h at us er s wit h 
l ar g er p e nsi o n p ot s ( £ 1 5 0 k +) ar e m or e li k el y t o b e 
hi g hl y  e n g a g e d wit h t h eir  p e nsi o ns. 

“I h a v e s pr e a d s h e et s s et u p t h at w e 
c a n s e e o ur e x a ct e x p e n dit ur e, s o w e 
k n o w h o w m u c h w e will n e e d a n d 
w h at w e n e e d t o c o ntri b ut e. I’ m a bit 
o b s e s s e d a n d c h e c k all o ur p e n si o n s 
al m o st e v er y d a y. ” 

M al e & F e m al e, 7 1 & 6 4, R etiri n g s o o n, Hi g h 
E n g a g e m e nt 

H i g h e n g a g e m e nt d o e s n ot al w a ys 
tr a nsl at e i nt o d e e p er u n d er st a n di n g  of 
p e nsi o ns a n d t h e wi d er m ar k et 

Hi g hl y e n g a g e d us er s still h a v e k n o wl e d g e g a ps , 
p arti c ul arl y t o w ar ds t h e e n d of t h eir p e nsi o n j o ur n e y 
w h e n t h e y ar e cl os e t o a c c e s si n g t h eir p e nsi o n, 
i n cl u di n g  w h at is  t h e m ost t a x effi ci e nt  s ol uti o n  f or 
dr a wi n g d o w n t h eir p e nsi o n a n d u n d er st a n di n g t h e 
r a n g e of o pti o ns  a v ail a bl e e. g. a n n uit y,  r e g ul ar 
a dj ust e d i n c o m e. T his a u di e n c e c a n still str u g gl e wit h 
m or e t e c h ni c al p e nsi o n j ar g o n t h e y e n c o u nt er w h e n 
e x pl ori n g i nf or m ati o n a n d g ui d a n c e. 

“I’ m t o o e n g a g e d, I’ m t h e s ort of 
i di ot t h at w o ul d l o o k at hi s s c h e m e 
o n a r e g ul ar b a si s t o s e e h o w it’s 
d oi n g. Fri e n d s t hi n k I’ m cr a z y. ” 

M al e, 6 5, T hi n ki n g, Hi g h E n g a g e m e nt 

F or u s er s wit h l o w e n g a g e m e nt, p e n si o n a n d 
r etir e m e nt pl a n ni n g i s n ot a pri orit y 

F or l o w e n g a g e d us er s, t h eir p e nsi o n(s) ar e oft e n 
f or g ott e n a b o ut  a n d n ot  p art of  t h eir c o ns ci o us 
fi n a n ci al pl a n ni n g. T his  is l ar g el y t h e c a s e f or  t h os e 
w h o h a v e b e e n a ut o e nr oll e d a n d h a v e littl e 
i nt er a cti o n wit h p e nsi o ns si n c e. Alt h o u g h t h e y m a y 
gl a n c e at  t h eir a n n u al p a p er  st at e m e nt or h a v e l o g g e d 
o n t o t h eir pr o vi d er’ s o nli n e s er vi c e, p e nsi o n a n d 
r etir e m e nt pl a n ni n g is n ot a pri orit y a n d t h e l o w er 
e n g a g e d v er y i nfr e q u e ntl y  e n g a g e wit h t h eir  p e nsi o n 
pr o vi d er. F or  y o u n g er  us er s, g etti n g o n t h e h o usi n g 
l a d d er or s u p p orti n g gr o wi n g f a mili e s fr e q u e ntl y t a k e 
pri orit y o v er  i n v e sti n g i n t h eir p e nsi o n(s) - b ut e v e n 
ol d er us er s e a sil y f or g et a b o ut t h eir p e nsi o n(s) or ar e 
p ut off b y t h e p er c ei v e d h a s sl e of fi n di n g d et ails a n d 
e sti m ati n g r etir e m e nt i n c o m e. T h o u g h ol d er,  l e s s 
e n g a g e d us er s ar e m or e li k el y  t o st art t hi n ki n g a b o ut 
p e nsi o ns  t h e cl os er t h e y g et t o r etir e m e nt, t his d o e s 
n ot n e c e s s aril y tr a nsl at e t o gr e at er e n g a g e m e nt wit h 
p e nsi o ns a n d i nst e a d c a n b e c o m e a s o ur c e of a n xi et y. 

L o w e n g a g e d u s er s ar e oft e n u n s ur e if t h e y 
ar e s a vi n g e n o u g h f or r etir e m e nt 

T h e y ar e u nli k el y  t o h a v e a cl e ar r etir e m e nt pl a n i n 
pl a c e or t o h a v e c o nsi d er e d if t h eir c urr e nt 
c o ntri b uti o n  l e v els ar e a d e q u at e. T h e l o w er  e n g a g e d 
c a n str u g gl e t o u n d er st a n d p e nsi o n  j ar g o n w hi c h 
m a k e s it h ar d er t o e x pl or e t h eir p e nsi o n  st at e m e nt s i n 
m or e d et ail a n d ar e l e s s li k el y t o h a v e us e d o nli n e 
t o ols or a n I F A t o e x pl or e p e nsi o n/r etir e m e nt o pti o ns. 
I n d e e d, l o w er  e n g a g e d us er s t a ki n g p art  i n t h e 
r e s e ar c h, i n p arti c ul ar t h e p e nsi o ns  t a s k, w er e oft e n 
pr o m pt e d t o a s s e s s t h eir c urr e nt c o ntri b uti o n l e v els 
a n d r etir e m e nt pl a ns . 
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K e y k n o wl e d g e g a p s a m o n g t h e l o w er 
e n g a g e d i n cl u d e: 

•  W h at is a c o mf ort a bl e r etir e m e nt i n c o m e 

•  W h at fi n al p e nsi o n siz e w o ul d pr o vi d e a 
c o mf ort a bl e r etir e m e nt i n c o m e 

•  W h et h er c urr e nt c o ntri b uti o ns ar e a d e q u at e f or 
t h eir st a g e i n t h e p e nsi o n j o ur n e y 

•  T h e i m p a ct of  i n cr e a si n g / d e cr e a si n g c o ntri b uti o ns 
o n fi n al p e nsi o n i n c o m e 

•  H o w t o s e ar c h f or l ost /f or g ott e n p e nsi o ns 

•  W h at ar e t h e diff er e nt r etir e m e nt o pti o ns 

“I d o n’t a ct u all y k n o w w h at p e n si o n 
p ot s I’ v e g ot w h er e. I n e e d t o l o g o n 
o nli n e a s a l ot of it i s g oi n g di git al. ” 

F e m al e, 4 3, T hi n ki n g, L o w E n g a g e m e nt 

A l a c k of e n g a g e m e nt wit h p e nsi o ns 
a n d r etir e m e nt pl a n ni n g m e a ns t h e l o w er 
e n g a g e d c a n str u g gl e t o i d e ntif y w h er e 
t h eir k n o wl e d g e  g a ps ar e. T a ki n g t h e s e 
us er s o n a j o ur n e y t h at e x pl or e s t h e 
v ari o us r etir e m e nt s c e n ari os/ o pti o ns  t h at 
c a n i m p a ct t h e m l at er i n lif e c a n h el p 
t h e m t o i de ntif y a n d fill t h eir k n o wl e d g e 
g a ps. 

T his  r e s e ar c h e n c o m p a s s e d a r o b ust q u alit ati v e 
s a m pl e w hi c h f o c us e d o n a c hi e vi n g a br o a d r a n g e of 
attit u d e s a cr os s d e m o gr a p hi c a n d s o ci o e c o n o mi c 
f a ct or s.  W hil e s o m e diff er e n c e s d u e t o a g e a n d 
p e nsi o n p ot  siz e w er e o bs er v e d , f urt h er  q u a ntit ati v e 
r e s e ar c h wit h a  n ati o n all y r e pr e s e nt ati v e s a m pl e 
w o ul d b e r e q uir e d t o v ali d at e a n y diff er e n c e s 
b et w e e n s u b gr o u ps. 
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T h er e  w er e a f e w p arti ci p a nt s i n t h e r e s e ar c h w h o
w er e c o n c er n e d  a b o ut s h ari n g t h eir d at a wit h t h e
g o v er n m e nt a s t h e y w orri e d t his  w o ul d b e us e d t o
tr a c k a n d m o nit or b e h a vi o ur

“ X x x x ”

J U T A
M al e, 2 8, S a vi n g, M e di u m
E n g a g e m e nt

T h er e i s a str o n g c h a n c e t h e hi g h er e n g a g e d
will u s e pr o vi d er d a s h b o ar d s

T h os e w h o ar e hi g hl y e n g a g e d wit h t h eir p e nsi o ns ar e
li k el y t o b e visiti n g t h eir pr o vi d er  w e bsit e a n d usi n g
t h eir o nli n e a c c o u nt at l e a st o n c e a y e ar. If t his
e x p eri e n c e h a s b e e n p ositi v e e. g. si m pl e t o n a vi g at e,
us ef ul t o ols a n d li mit e d cr os s s elli n g, t her e is a str o n g
c h a n c e t h e y will d e ci d e t o us e a d a s h b o ar d wit h t h eir
pr o vi d er (if o n e is off er e d). T his d o e s n ot m e a n t h e y
w o ul d n ot c o nsi d er t h e M o n e y H el p er d a s h b o ar d at all,
a s t h e r e a s s ur a n c e of d at a s e c urit y, v ali dit y a n d 
i n d e p e n d e n c e is still a p o w erf ul p ull. T h e k e y will b e
t o c o m m u ni c at e t h e s e b e n efit s t hr o u g h a
c o m pr e h e nsi v e  m ar k eti n g c a m p ai g n.

“I’ m q uit e l at e t o t h e w h ol e “p e n si o n t hi n g, it’ s s o h ar d t o 
-k n o w w h at a g o o d p e n si o n i s 

a n d if I’ m a ct u all y s a vi n g 
e n o u g h t o g et b y ” 

F e m al e, 5 1, S a vi n g, L o w E n g a g e m e nt 

” 
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L o g gi n g i nt o t h e d a s h b o ar d 

Us er s w a nt t o k n o w t h at t h eir p er s o n al d at a 
i s s af e 

S e c urit y of t h eir p e nsi o ns d at a is t o p of mi n d w h e n 
us er s c o nsi d er t h e us e of a p e nsi o ns d a s h b o ar d. U s er s 
c o nsi d er p e nsi o ns d at a t o b e hi g hl y c o nfi d e nti al a n d 
ar e o nl y  willi n g  t o s h ar e t his i nf or m ati o n if  a p pr o pri at e 
d at a s e c urit y is  i n pl a c e.  T h e t w o st e p l o gi n  pr o c e s s 
r e quiri n g I D v erifi c ati o n w a s a p p e ali n g w h e n 
pr e s e nt e d t o p arti ci p a nt s, a s it pr o vi d e s  r e a s s ur a n c e 
t h at d at a c oll e ct e d is s e c ur e a n d o nl y t h e i n di vi d u al is 
a bl e t o a c c e s s t h eir p e nsi o n d at a. A n a s s u m pti o n t h at 
t his ki n d of pr o c e s s will n e e d t o b e i n pl a c e a n d a 
f a mili arit y wit h t h e s e pr o c e s s e s fr o m ot h er 
g o v er n m e nt a n d o nli n e b a n ki n g pr o c e s s e s, m e a ns t h e 
t w o st e p l o gi n pr o c e s s is s e e n a s a p ositi v e s af et y 
f e at ur e r at h er t h a n a n a d diti o n al h a s sl e. 

M aj orit y c o n si d er M o n e y H el p er a n d G O V. U K 
l o gi n s a s t h e m o st s e c ur e w a y t o l o gi n t o 
d a s h b o ar d 

W h e n  us er s w er e pr e s e nt e d wit h l o gi n o pti o ns  ( Fi g ur e 
1 ), t h e m aj orit y pr ef err e d M o n e y H el p er or G O V. U K a s 
m or e a p pr o pri at e a n d  s e c ur e l o gi ns. As us er s vi e w t h e 
g o v er n m e nt a s i m p arti al, t h er e ar e hi g h er l e v els  of 
tr ust t h at a  G O V. U K l o gi n is  a m or e s e c ur e si n gl e si g n-
o n r o ut e i nt o t h e d a s h b o ar d c o m p ar e d t o s o ci al 
l o gi ns. 

M o n e y H el p er l o gi n: U s er s ar e c o mf o rt a bl e wit h t his 
l o gi n a s w er e f a mili ar wit h cr e ati n g a  l o gi n f or ot h er 
s er vi c e s t h e y us e a n d f elt t h at cr e ati n g a s e p ar at e 
l o gi n a n d p a s s w or d f or a p e nsi o ns d a s h b o ar d will h el p 
k e e p t h eir d at a s af e a n d s e c ur e. 

I t hi n k I w o ul d j u st u s e m y e m ail f or 
t hi s a s it’s a n a wf ul l ot of i m p ort a nt 
i nf or m ati o n ” 

M al e, 2 5, St arti n g o ut,  L o w E n g a g e m e nt 

Fi g ur e 1: L o g i n o pti o ns pr e s e nt e d t o p arti ci p a nt s 
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G O V. U K l o gi n: U s er s t h at pr ef er t his  o pti o n  v al u e t h e 
c o n v e ni e n c e of usi n g a si n gl e si g n -o n alr e a d y s et u p 
t hr o u g h t h e I D v erifi c ati o n pr o c e s s.  T h e y b eli e v e t h at 
t h e G O V. U K l o gi n will h a v e hi g h er s e c urit y st a n d ar ds 
c o m p ar e d t o s o ci al l o gi ns. H o w e v er, t h er e ar e s o m e 
a s s u m pti o ns t h at a g o v er n m e nt  l o gi n c o ul d  b e cl u n k y 
a n d sl o w t o us e w hi c h c a n p ut  us er s off.  T h os e f a mili ar 
wit h t h e G O V. U K l o gi n pr o c e s s a s s u m e t h at t h e s a m e 
l o gi n d et ails c o ul d b e us e d wit h t h e d a s h b o ar d, 
t h er ef or e t his disti n cti o n m a y n e e d t o b e m a d e cl e ar 
t o a v oi d fr ustr ati o n. 

S o ci al l o gi ns: M a n y us er s c o nsi d er s o ci al l o gi ns t o b e 
t o o i nf or m al  t o us e f or  fi n a n ci al d at a, pr ef erri n g t o 
k e e p t his p art of  t h eir li v e s  s e p ar at e fr o m s o ci al m e di a 
or h a v e c o n c er n t h at s o ci al l o gi ns ar e at gr e at er ris k of 
b ei n g c o m pr o mis e d. A mi n orit y of us er s v al u e t h e 
c o n v e ni e n c e  of s o ci al l o gi ns, wit h i n cr e a s e d i nt er e st i n 
A p pl e I D if t h u m b pri nt /f a ci al r e c o g niti o n c a n b e 
i n c or p or at e d a s a n a d diti o n al s e c urit y m e a s ur e. 

“I w o ul d n’t w a nt t o u s e F a c e b o o k t o 
l o g i n, it d o e s n’t r e all y f e el ri g ht f or 
a n yt hi n g fi n a n ci al, it d o e s n’t f e el a s 
s e c ur e ” 

M al e, 2 8, S a vi n g, M e di u m e n g a g e m e nt 

Pr o vi di n g si m pl e a n d e a sil y 
di g e sti bl e i n f or m ati o n o n h o w us er d at a i s 
k e pt s e c ur e d uri n g  t h e l o gi n pr o c e ss,  i s 
i m p ort a nt t o m a k e us er s f e el c o nfi d e nt i n 
s h ari n g t h eir p er s o n al i nf or m ati o n wit h 
M a P S. 
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T h e d a s h b o ar d will n e e d t o b e a c c e ssi bl e 
a cr o ss m ulti pl e pl atf or m s a n d d e vi c e s t o 
m e et n e e d s a cr o ss a u di e n c e s 

T h er e is a  d e sir e a m o n g  us er s t o a c c e s s t h e d a s h b o ar d 
a cr os s m ulti pl e pl atf or ms d e p e n di n g  o n t h eir 
i n di vi d u al n e e ds.  F or s o m e, t h er e is a pr ef er e n c e t o 
us e a br o ws er o n  a  d e s kt o p c o m p ut er or l a pt o p , 
w h er e a s ot h er s pr ef er a n a p p a c c e s si bl e o n a t a bl et or 
p h o n e.   T h er e is s o m e diff er e n c e i n pl atf or m 
pr ef er e n c e d e p e n di n g o n a g e. 

“ I w o ul d li k e t o h a v e t h e o pti o n f or 
b ot h. I pr ef er t h e bi g g er s cr e e n o n 
t h e l a pt o p, b ut w h e n I’ m o ut a n d 
a b o ut, I’ d li k e t o b e a bl e t o c h e c k it 
o n m y p h o n e a s w ell. I’ m 
c o mf ort a bl e u si n g a br o ws er b ut 
h a vi n g a n a p p w h er e y o u c a n cli c k 
dir e ctl y i nt o it w o ul d b e e v e n e a si er ” 

F e m al e, 5 7, R etiri n g S o o n, L o w E n g a g e m e nt 

C o m p ut er /l a pt o p 

T h er e i s a hi g h er pr ef er e n c e f or usi n g  a 
c o m p ut er  (l a pt o p/ d e s kt o p) a m o n g ol d er 
us er s, a s t h e l ar g er s cr e e n c a n m a k e it 
e a si er t o i n p ut a n d r e a d fi n a n ci al 
i nf or m ati o n. Us er s t h at ar e m or e di git al 
s a v v y a nti ci p at e t h e y  will us e  m ulti pl e 
wi n d o ws  si m ult a n e o usl y t o c o m p ar e 
i nf or m ati o n or p ull u p d et ail s t o e nt er i nt o 
t h e d a s h b o ar d.  M a n y ol d er, m or e 
e n g a g e d us er s ar e f a mili ar wit h usi n g a 
br o ws er t o l o gi n i nt o p e nsi o n pr o vi d er 
w e bsit e s a n d t hi s b e h a vi o ur will c o nti n u e 
a s t h e y a c c e ss t h e d a s h b o ar d. 

M o bil e /t a bl et a p p 

T h er e i s a n a ss u m pti o n,  c o m m o nl y  a m o n g 
y o u n g er us er s, t h at t h e d a s h b o ar d will b e 
a c c e ssi bl e t hr o u g h  a n a p p a s t h e y alr e a d y 
fr e q u e ntl y us e a p ps f or t h eir fi n a n ci al a n d 
b a n ki n g  n e e ds.  Us er s t h at pr ef er a n a p p 
v al u e its a c c e ssi bilit y a n d c o n v e ni e n c e, 
p arti c ul arl y w h e n it c o m e s t o c h e c ki n g i n 
o n t h eir p e nsi o ns (i. e. o n e t o u c h a n d t h e y 

c a n g et a n i nst a nt u p d at e  o n t h eir p e nsi o n 
st at us).  T h o u g h ol d er us er s  ar e m or e 
li k el y t o pr ef er usi n g  a c o m p ut er f or t h e 
i niti al l o gi n, t h er e i s al s o a p p e al a m o n g 
t hi s a u di e n c e f or a n a p p w h e n r et ur ni n g 
f or q ui c k p e nsi o n st at us u p d at e s. 

T h e d a s h b o ar d  will n e e d t o b e 
a c c e ssi bl e a cr oss a mi x of d e vi c e s t o 
s ati sf y t h e r a n g e of us er pr ef er e n c e s 

M o n e y a n d P e n si o n s S er vic e 1 3 



  

    
 

     
     

    
      

      
   

       
     

   
    

  
 

     
   

    
 

        
     

    
      

   
     

  

    

      
  

 
    

    

  

 

 

 

      
 

 

  
     

       
  

  
    

   
       

      
 

  
 

  
   

    
     

     
    

      
    

 
  

    
  
 

     
        

     
  

     
    

  

 D a s h b o ar d e x p e ct ati o n s 

D as h b o ar d h a s hi g h a p p e al a cr o ss b ot h l o w er 
a n d hi g h er e n g a g e d a u di e n c e s 

As e x p e ct e d, t h e c o n c e pt  of  a d a s h b o ar d w h er e y o u 
c a n s e e all y o ur  p e nsi o ns i n  o n e pl a c e, i n cl u di n g 
f or g ott e n p e nsio ns, h a s hi g h a p p e al a m o n g t h e l o w er 
e n g a g e d. T his a u di e n c e h a s l o w  a w ar e n e s s of t h eir 
p e nsi o n p ot  v al u e(s), w h at t h eir pr oj e ct e d i n c o m e 
mi g ht b e a n d i n s o m e c a s e s, w h o t h eir p e nsi o n 
pr o vi d er(s) ar e. E n c o ur a gi n gl y, t h e c o n c e pt  als o h a s 
str o n g a p p e al a m o ng t h e hi g h er e n g a g e d; pr o vi di n g a 
t ot al pr oj e ct e d v al u e f or  us er s’ o v er all p e nsi o n 
arr a n g e m e nt s h a s hi g h a p p e al, if  f e a si bl e. C urr e ntl y, 
t his a u di e n c e is h a vi n g t o c h e c k wit h t h eir m ulti pl e 
pr o vi d er s a n d w or k t his o ut m a n u all y. 

F or b ot h a u di e n c e s, t h er e is  l o w a w ar e n e s s of t h eir 
li k el y  st at e p e nsi o n i n c o m e  or w h at a g e t h eir st at e 
p e nsi o n will st art s o i n cl u di n g t his i nf or m ati o n is 
b e n efi ci al t o all. 

“I’ m a bit l at e t o s orti n g m y 
p e n si o n s s o a n y s ort of a d vi c e w o ul d 
b e a m a zi n g t o h el p m e. A n d it’s s u c h 
a pr o c e s s t o g et o nt o p e n si o n sit e s or 
c h e c k y o ur st at e p e n si o n , t o j u st 
h a v e t h e m all i n o n e pl a c e w o ul d 
b e a m a zi n g ” 

F e m al e, 5 1, S a vi n g, L o w E n g a g e m e nt 

“ W o w, t h at’ s a m a zi n g. It’s v er y n o w, 
v er y e a s y - e v er yt hi n g at m y 
fi n g erti p s. G e n erati o n all y... e s p e ci all y 
d uri n g t h e p a n d e mi c, w e all n o w 
e x p e ct t hi n gs t o b e s o i n st a nt ” 

M al e, 4 9, S a vi n g, Hi g h E n g a g e m e nt 

I niti all y u s er s e x p e ct a gr e at er l e v el of 
p e n si o n d at a a n d i nt er a cti vit y o n t h e 
d a s h b o ar d 

T h e t er m ‘ d a s h b o ar d’ is oft e n li n k e d t o e x p e ct ati o ns 
or e x p eri e n c e s of m ulti pl e d at a p oi nt s wit h t h e a bilit y 
t o i nt er a ct wit h t his d at a. As a  r e s ult, t h eir 
e x p e ct ati o ns of a p e nsi o ns d a s h b o ar d is o n e t h at 
i n cl u d e s t h eir t ot al p ot v al u e s a n d pr oj e ct e d i n c o m e, 
b ut als o d et ail ar o u n d t h e ir c o ntri b uti o ns,  t h eir 
e m pl o y er c o ntri b uti o ns, t h e c h ar g e s a n d t h e 
p erf or m a n c e of t h e f u n ds - a s w ell a s t h e a bilit y t o 
t a k e a cti o ns  s u c h a s c o ns oli d ati n g  p e nsi o ns  or 
a dj usti n g c o ntri b uti o ns. 

H o w e v er, si m pli cit y o v erri d e s hi g h 
e x p e ct ati o n s 

W h e n pr e s e nt e d wit h t h e d a s h b o ar d m o c k u p (s e e 
fi g ur e 2 ), t h e si m pli cit y a n d vis u alis ati o n of t h e d at a 
w a s hi g hl y v al u e d. F or  t h e l e s s e n g a g e d, a si m pl e 
vis u al r e pr e s e nt ati o n of t h e p e nsi o n d at a m a k e s it 
e a sil y a c c e s si bl e f or  t h os e w h o w o ul d  str u g gl e wit h 
t o o m u c h i nf or mati o n. T h e hi g h er e n g a g e d 
a c k n o wl e d g e t h at it n e e ds t o b e si m pl e a n d e a s y t o 
di g e st f or t h e l e s s e n g a g e d. W hil e b ot h a u di e n c e s 
w o ul d i d e all y h a v e m or e p e nsi o n d at a a n d 
i nt er a cti vit y o n  t h e d a s h b o ar d, t h e y r e c o g nis e t h e 
n e e d of t h e d a s h b o ar d t o b e si m pl e. M ost cl ai m e d 
t h e y w o ul d b e h a p p y t o g o dir e ct t o t h eir pr o vi d er f or 
m or e d et ail e d i nf or m ati o n. 

It will b e i m p ort a nt t o m a n a g e 
e x p e ct ati o ns e arli er i n t h e pr o c e ss wit h a n 
e x pl a n ati o n of t h e p ur p os e of t h e 
d a s h b o ar d a n d t h at us er s n e e d t o vi sit 
t h eir p e nsi o n pr o vi d er w e bsit e s f or m or e 
d et ail s or t o p erf or m a n y a cti o ns. 

M o n e y a n d P e n si o n s S er vic e 1 4 



  

  

 

 

   

  

      

  

     

 

     
 

  

    
     

   
    

 
   

        
  

    
   

     
        

 

    
   

  
 

   

    
   

    
    

 
  

 

   
    

         
    

     

      
 

   
      

         
       

   
 

  

W h er e ar e y o u o n 
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Fi g ur e 2 

“I’ d li k e t o k n o w w h er e e v er yt hi n g i s 

i n v e st e d, I’ m i n t h e s e diff er e nt ki n d s 

of f u n d s b ut it d o e s n’t t ell m e w h at 

t h e y ar e or w h at t h e diff er e n c e i s. 

B ut I w a s n’t a bl e t o s e e a n y s ort of 

pr oj e cti o n eit h er, j u st w h at it i s 

w ort h t o d a y. ” 

F e m al e, 5 2,  T hi n ki n g a b o ut r etiri n g, L o w 
e n g a g e m e nt 

S o m e e x pl a n ati o n s of d at a ori gi n s r e q uir e d 

Us er s t h at c arr y o ut t h eir o w n e sti m at e s of p ot v al u e s 
a n d pr oj e ct e d i n c o m e s, w o ul d b e n efit fr o m m or e 
cl arit y a n d e x pl a n ati o n ar o u n d h o w d a s h b o ar d fi g ur e s 
h a v e b e e n c al c ul at e d, s o t h e y c a n t h e n c o m p ar e 
d a s h b o ar d fi g ur e s wit h t h eir o w n  e sti m at e s. T his 
i n cl u d e s: 

•  P ot v al u e s: Pr o vi d e  cl arit y o n  w h et h er t his  is  t h eir 
c urr e nt p ot  v al u e or t h eir pr oj e ct e d p ot v al u e 

•  Pr oj e ct e d i n c o m e s: Pr o vi d e cl arit y o n h o w t h e 
pr oj e ct e d i n c o m e s h a v e b e e n c al c ul at e d i. e. w h at 
gr o wt h r at e is  t his b a s e d o n,  d o e s  it a s s u m e t h e 
s a m e l e v el of c o ntri b uti o n, ar e t h e s e pr e or p ost 
t a x ? 

F or t h e l o w er e n g a g e d, si m pli cit y is k e y s o a n y 
e x pl a n ati o ns s h o ul d b e pr o vi d e d a s a ‘ h o v er o v er’ 
o pti o n or si mil ar t o a v oi d c o nf usi n g or p utti n g off t his 
a u di e n c e. 

E xtr a l a y er s of c u st o mi s ati o n w er e r e q u e st e d 

A cr os s b ot h hi g h er  a n d l o w er  e n g a g e d us er s, t h er e is a 
d e sir e f or  s o m e c ust o mis ati o n of  t h e fi g ur e s; 

•  P art n er p e nsi o ns: I n h o us e h ol ds  w h er e fi n a n c e s 
ar e d e alt wit h i n a m or e h olisti c w a y, us er s 
hi g hli g ht e d t h e b e n efit of b ei n g a bl e t o s e e b ot h 
t h eir s a n d t h eir  p art n er’ s p e nsi o ns o n o n e 
d a s h b o ar d 

•  A cti v e/i n a cti v e p e nsi o ns: F or t h os e l e s s e n g a g e d 
wit h t h eir p e nsi o ns a n d u ns ur e w h at t h e y w er e 
p a yi n g i n, t h er e w a s a d e sir e t o s e e w hi c h of t h e 
p e nsi o ns  w er e still a cti v e e. g. w h er e c o ntri b uti o ns 
w er e still b ei n g p ai d i nt o a f u n d 

A s a mi ni m u m, t h e r o ut e t o pr o vi d er s n e e d s 
t o b e si m pl e 

G i v e n t h e d a s h b o ar d will n ot pr o vi d e s o m e us er s wit h 
t h e l e v el of d et ail a n d i nt er a cti vit y t h e y w a nt, it is 
e s s e nti al t h at t h e pr o c e s s f or  g oi n g  dir e ct  t o pr o vi d er s 
is s e a ml e s s - i d e all y wit h e m b e d d e d li n ks  b ut a s a 
mi ni m u m,  u p  t o d at e c o nt a ct i nf or m ati o n  ( w e bsit e 
a d dr e s s a n d t el e p h o n e n u m b er). 
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I niti all y, u s er s e x p e ct a li v e d at a f e e d u ntil 
t h e y r e c o n si d er t h eir o w n n e e d s 

I n a n a g e of i nst a nt a c c e s s t o fi n a n ci al d at a t hr o u g h 
m o bil e/ o nli n e  b a n ki n g,  p ot e nti al us er s of  t h e 
d a s h b o ar d h a v e hi g h i niti al e x p e ct ati o ns ar o u n d h o w 
‘li v e’ t h e d at a w o ul d  b e. H o w e v er, aft er 
c o nsi d er ati o n, t h er e is  a  r e alis ati o n t h at t h e y d o n ot 
n e e d li v e p e nsi o n d at a a s t his is a l o n g t er m 
i n v e st m e nt w hi c h t h e y w o ul d n ot  b e c h e c ki n g a s 
fr e q u e ntl y a s t h eir b a n k a c c o u nt. 

D e s pit e t his, t h er e is  a diff er e n c e  i n h o w fr e q u e ntl y 
t h e y w o ul d e x p e ct t h e d at a u pl o a ds, l ar g el y 
d e p e n d e nt o n h o w e n g a g e d a n i n di vi d u a l is. T h e m or e 
e n g a g e d t h e y ar e, t h e m or e fr e q u e ntl y  t h e y w o ul d 
e x p e ct / n e e d t h e d at a t o b e r efr e s h e d e. g. 
m o nt hl y. T his t h er ef or e b e c o m e s m or e p erti n e nt a s 
i n di vi d u als  n e ar r etir e m e nt a s t h e y e x p e ct  m or e u p-t o-
d at e fi g ur e s a n d d o n ot f e el a n n u al u pl o a ds w o ul d b e 
s uffi ci e nt. F or  t h os e l e s s e n g a g e d a n d/ or  f urt h er  a w a y 
fr o m r etir e m e nt, a n n u al u pl o a ds w er e d e e m e d t o b e 
a c c e pt a bl e a s t h e y di d n’t e x p e ct t o c h e c k it m or e t h a n 
o n c e a y e ar. 

Us er s will b e m or e a c c e pti n g of l e ss 
ti m el y u pl o a ds  if i nf or m ati o n s u c h a s ‘l a st 
u p d at e d’ a n d ‘ n e xt u pl o a d d u e’ i s 
i n cl u d e d o n t h e d a s h b o ar d. T hi s will 
pr o vi d e c o nt e xt  t o t h e fi g ur e s, i nf or m a n d 
m a n a g e t h e e x p e ct ati o ns of us er s, 
e n c o ur a gi n g t h e m  t o r et ur n at a l at er 
d at e. 

Mi ssi n g p e n si o n s will b e fr u str ati n g f or s o m e 

At t h e t i m e of l a u n c h, it is li k el y t h at n ot all p e nsi o n 
pr o vi d er s a n d s c h e m e s will b e o n b o ar d, l e a di n g t o 
s o m e us er s wit h p e nsi o ns  mis si n g fr o m t h eir 
d a s h b o ar d. F or  m a n y, t his w a s a c c e pt e d a s it w a s 
r e c o g nis e d t h er e is li k el y t o b e s o m e t e et hi n g is s u e s 
l a u n c hi n g a  s er vi c e li k e t his. 

“ It’ s o b vi o u sl y g oi n g t o t a k e ti m e t o 
s ort e v er yt hi n g o ut a n d I d o n’t 
s u s p e ct t h at’s a n e a s y pr o c e s s. B ut I 
w o ul d w a nt s o m e i nf o o n w h y t h e y 
w er e mi s si n g or m a y b e w h e n p ot s 
will b e a d d e d. ” 

M al e, 2 8, S a vi n g, M e di u m E n g a g e m e nt 

“It’ s O K  [ n ot b ei n g m at c h e d t o all 
p e n si o n s] b e c a u s e t h er e i s m or e 
i nf or m ati o n i n fr o nt of m e t h a n I 
a ct u all y k n o w n o w ” 

F e m al e, 6 1, T hi n ki n g, L o w E n g a g e m e nt 

H o w e v er, t h e mis si n g p e nsi o ns will  c a us e fr ustr ati o n 
a n d dis a p p oi nt m e nt  t o s o m e us er s i n  t h e f oll o wi n g 
sit u ati o ns; 

•  If t h e y h a v e 1 or 2 p e nsi o n p ot s: A mis si n g p ot will 
b e m or e i m p a ctf ul 

•  If t h eir m ai n/ a cti v e p e nsi o n p ot  is mis si n g: T his 
will l e a d t o hi g h er fr ustr ati o n 

•  If t h e y ar e u ns ur e w h et h er t h e y h a v e f or g ott e n 
p e nsi o ns: O n e of t h eir n e e ds of t h e d a s h b o ar d will 
n ot b e m et a n d will l e a v e t h e us er u ns ur e w h et h er 
t h e y h a v e f or g ott e n p e nsi o ns or n ot. 
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Fr u str ati o n ar o u n d mi ssi n g p e n si o n s c a n b e 
miti g at e d wit h cl e ar c o m m u ni c ati o n a n d 
f ut ur e pr o m pt s 

W hil e t h er e will b e s o m e dis a p p oi nt m e nt wit h mis si n g 
p e nsi o ns  a n d als o p ot e nti all y  a n e g ati v e i m p a ct o n 
p er c e pti o ns of  t h e d a s h b o ar d, t his c a n b e miti g at e d b y 
pr o vi di n g  a cl e ar e x pl a n ati o n a s t o w h y s o m e p e nsi o ns 
ar e mis si n g a n d w h e n t h e y mi g ht b e a v ail a bl e i n or d er 
t o i n cr e a s e li k eli h o o d t o r et ur n t o t h e d a s h b o ar d. 

I n d e p e n d e n c e a n d g o v er n m e nt li n k will 
e n c o ur a g e u s a g e of t h e M o n e y H el p er 
d a s h b o ar d 

F or t h e m aj orit y of p arti ci p a nt s, t h e li n k t o t h e 
g o v er n m e nt  pr o vi d e d  r e a s s ur a n c e t o p ot e nti al us er s 
ar o u n d t hr e e k e y ar e a s; 

•  D at a s e c urit y: T h eir d at a w o ul d  b e s af e a s t h e 
g o v er n m e nt  will h a v e s e c ur e s yst e ms i n pl a c e 

•  V ali dit y of  t h e c o n c e pt: T his is a g e n ui n e 
w e bsit e/s er vi c e s o c o n c er ns ar o u n d fr a u d w er e 
mi ni mis e d 

•  N o ult eri or m oti v e s: T h e d a s h b o ar d w o ul d n ot b e 
us e d t o m a k e a pr ofit, m ar k et /s ell pr o d u ct s or s ell 

T o e n c o ur a g e f ut ur e us e of t h e d a s h b o ar d,  it will al s o b e cr u ci al t o m a n a g e e x p e ct ati o ns 
ar o u n d w h e n  pr o vi d er s/s c h e m e s  ar e li k el y t o b e o n b o ar d.  As a mi ni m u m, t hi s n e e ds t o b e at 
a n o v er all l e v el e. g. all pr o vi d er s will b e o n b o ar d b y J a n 2 0 2 4.  H o w e v er, t h er e i s a n 
o p p ort u nit y t o e n h a n c e t h e e x p eri e n c e of us er s a n d m a xi mi s e t h eir c h a n c e s of r et ur n b y 
pr o vi di n g  a m or e t ail or e d u p d at e.  T hi s c o ul d b e m or e gr a n ul ar i nf or m ati o n  a b o ut i n di vi d u al 
pr o vi d er s a n d t h eir e x p e ct e d o n b o ar di n g  d at e, or vi a a m e c h a ni s m t h at all o ws us er s t o 
r e q u e st a pr o m pt w h e n t h eir pr o vi d er( s) h a v e b e e n o n b o ar d e d. 

o n p e nsi o n d at a t o t hir d p arti e s 
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T h er e  w er e a f e w p arti ci p a nt s i n t h e r e s e ar c h w h o
w er e c o n c er n e d  a b o ut s h ari n g t h eir d at a wit h t h e
g o v er n m e nt a s t h e y w orri e d t his  w o ul d b e us e d t o

tr a c k a n d m o nit or b e h a vi o ur

“ X x x x ”

J U T A
M al e, 2 8, S a vi n g, M e di u m
E n g a g e m e nt

T h er e i s a str o n g c h a n c e t h e hi g h er e n g a g e d
will u s e pr o vi d er d a s h b o ar d s

T h os e w h o ar e hi g hl y e n g a g e d wit h t h eir p e nsi o ns ar e
li k el y t o b e visiti n g t h eir pr o vi d er  w e bsit e a n d usi n g
t h eir o nli n e a c c o u nt at l e a st o n c e a y e ar. If t his
e x p eri e n c e h a s b e e n p ositi v e e. g. si m pl e t o n a vi g at e,
us ef ul t o ols a n d li mit e d cr os s s elli n g, t her e is a str o n g
c h a n c e t h e y will d e ci d e t o us e a d a s h b o ar d wit h t h eir
pr o vi d er (if o n e is off er e d). T his d o e s n ot m e a n t h e y
w o ul d n ot c o nsi d er t h e M o n e y H el p er d a s h b o ar d at all,
a s t h e r e a s s ur a n c e of d at a s e c urit y, v ali dit y a n d 
i n d e p e n d e n c e is still a p o w erf ul p ull. T h e k e y will b e
t o c o m m u ni c at e t h e s e b e n efit s t hr o u g h a
c o m pr e h e nsi v e  m ar k eti n g c a m p ai g n.

“ T h e m ai n t hi n g i s t h at it' s all 
e a s y t o n a vi g at e a n d 

-u n d er st a n d f or e v er y o n e b ut it 
w o ul d b e g o o d t o b e a bl e t o 
pl a y ar o u n d c o ntri b uti o n s, 

diff er e nt ri s k or gr o wt h r at e s 
a n d h o w t h at w o ul d i m p a ct 

e v er yt hi n g . 

M al e, 5 3, T hi n ki n g, Hi g h E n g a g e m e nt ” 
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A c c e s si n g 
s u p p ort a n d g ui d a n c e 
I n t h e r e s e ar c h, p arti ci p a nt s w er e t ol d t h at t h er e w o ul d b e ‘j o ur n e y b utt o n s’ 
at t h e t o p of t h e d a s h b o ar d. B y cli c ki n g o n t h e j o ur n e y t h at b e st fit s t h eir 
sit u ati o n, t h e y w o ul d b e t a k e n t hr o u g h t o p e n si o n i nf or m ati o n a n d g ui d a n c e 

r el e v a nt t o t h eir st a g e i n t h e p e n si o n j o ur n e y. 

T h e c o n c e pt of c o n s oli d at e d p e n si o n H o w e v er, u s er s n e e d si g n p o sti n g t o w ar d s 
i nf or m ati o n a n d g ui d a n c e w a s hi g hl y j o ur n e y b utt o n s 
a p p e ali n g T h e j o ur n e y b utt o ns /i c o ns ar e a ni c e r o ut e i nt o t h e 

As hi g hli g ht e d i n t h e P e nsi o n E n g a g e m e nt c h a pt er, s u p p orti n g g ui d a n c e a n d i nf or m ati o n b ut n ot all 

t h er e ar e a n u m b er  of k n o wl e d g e  g a ps a cr os s b ot h t h e p arti ci p a nt s r e alis e d t his is  h o w t h e y c o ul d  a c c e s s t h e 

l o w er a n d hi g h er e n g a g e d a u di e n c e s a n d a d e sir e t o a d diti o n al i nf or m ati o n a n d g ui d a n c e. It will  b e 

b ett er u n d er st a n d t h eir p e nsi o ns a n d w h at t h e y n e e d e s s e nti al t h at t h e d a s h b o ar d pr o vi d e s  dir e cti o n t o 

t o d o t o a c hi e v e t h e r etir e m e nt t h e y w ant. K e y ar e a s 
w h er e i nf or m ati o n a n d g ui d a n c e w a s r e q uir e d 
i n cl u d e d; 

•  T h e i m p a ct of  i n cr e a si n g / d e cr e a si n g c o ntri b uti o ns 
o n pr oj e ct e d i n c o m e 

•  W h at s h o ul d m y p e nsi o n p ot t ar g et b e ?  W h at d o I 
n e e d t o h a v e t h e t y p e of r etir e m e nt I w a nt ? 

•  W h e n  c a n I  r etir e ? 

•  W h at ar e m y o pti o ns  i n r etir e m e nt ? 

As s u c h,  a c e ntr al pl a c e t h at c a n pr o vi d e  a c c e s s t o 
j ar g o n-fr e e i nf or m ati o n a n d g ui d a n c e t o h el p t h e m 
wit h t his w a s gr e atl y v al u e d. 

t h e s e b utt o ns. 

M o n e y a n d P e n si o n s S er vic e 1 9 



  

  
 

 
       

   
    

   

       
      

       
       

     
  

       
    
  

  
   

  

     
 

  
      

       
 

      
      

     
  

    
  

     

  
     

      

        
 
  

    
      

    
    

    

I c o n s li k e d b ut j o ur n e y ‘ d e s cri pti o n s’ d o n’t 
c a pt ur e n u a n c e d j o ur n e y s 

O v er all t h e j o ur n e y d e s cri pti o ns w or k e d w ell wit h 
m ost p arti ci p a nt s k n o wi n g  w hi c h  o n e b e st fit s  t h eir 
sit u ati o n. T h e r e s e ar c h di d h o w e v er hi g hli g ht s o m e 
n u a n c e s i n  t h e j o ur n e ys i n di vi d u als  w er e 
e x p eri e n ci n g. F or e x a m pl e; 

•  St arti n g O ut  w a s i nt er pr et e d a s b ei n g  f or  t h e 
y o u n g er d e m o gr a p hi c i. e. t h e y w er e j ust  st arti n g 
t h eir w or ki n g lif e a n d b e gi n ni n g  t o p a y i nt o a 
p e nsi o n f or  t h e fir st ti m e. F or  t h os e w h o ar e 
st arti n g t h eir p e nsi o n j o ur n e y  l at er i n  lif e, t his  l eft 
t h e m u ns ur e w hi c h j o ur n e y b utt o n t o s el e ct . 

“ St arti n g o ut c a n m e a n 1 8, 4 0 or 5 0. 
M a y b e a n o pti o n f or ‘It’s n e v er t o o 
l at e t o st art a p e n si o n’... s o it c o v er s 
p e o pl e li k e m ys elf t h at di d n’t st art 
t h eir p e n si o n u ntil t h eir 4 0s ” 

M al e, 5 8, T hi n ki n g, L o w e n g a g e m e nt 

•  A g e r ef er e n c e s l eft s o m e u ns ur e w hi c h  t o s el e ct , 
i n p arti c ul ar t h os e i n t h eir 3 0s w h o di d n’t f e el t h e y 
w er e ‘ st arti n g o ut’ b ut  w er e n’t s ur e t h e y s h o ul d 
s el e ct ‘ u n d er  5 0 a n d still s a vi n g’ a s it  w a s 
i nt er pr et e d a s b ei n g  f or  t h os e w h o  ar e 
a p pr o a c hi n g 5 0 

“I’ m n ot s ur e, w h e n t h e y s a y u n d er 
5 0 d o t h e y m e a n a p pr o a c hi n g 5 0 ? I 
w o ul d still cl a s s m ys elf a s st arti n g o ut, 
b ut b e c a u s e I’ v e b e e n i n e m pl o y m e nt 
si n c e I w a s 1 8 w o ul d t h e y cl a s s m e a s 
U n d er 5 0 ? I’ m t or n b et w e e n t h e t w o ” 

M al e, 3 0, St arti n g o ut, Hi g h E n g a g e m e nt 

•  T h os e w h o h a v e a c c e s s e d s o m e of t h eir p e nsi o n 
e. g.  a c c e s s e d a l u m p s u m, w er e u ns ur e w h et h er  t o 
s el e ct ‘t hi n ki n g  of r etiri n g’ or ‘r etir e d alr e a d y’ 

I n m ost c a s e s, us er s ar e li k el y t o cli c k o n m ulti pl e 
j o ur n e ys t o s e e w h at i nf or m ati o n is a v ail a bl e a n d 
w hi c h fit s b ett er t o t h eir sit u ati o n. 

J o ur n e y d e s cri pti o ns c o ul d b e 
br o a d e n e d  t o i n cl u d e t h e s e  n u a n c e s.  T hi s 
c o ul d b e d o n e wit h a d diti o n al 
d e s cri pti o ns sitti n g u n d er t h e i c o ns ( a s 
b el o w) or a s ‘ h o v er o v er’ t e xt. 

M o n e y a n d P e n si o n s S er vic e 2 0 



  

 
  

    
    

   
    

 
     

     
    

 

    
   

 

    
       

     
    

  
    

      
      

  
   

    

   
    

  

  
 

        
  

M o n e y (:) L a o o u, 
' + H el p er ...,.. 

W h er e  ar e y o u o n 
y o ur j o ur n e y ? 
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Str o n g i nt er e st i n cr e ati n g a pr ofil e i n or d er 
t o a c c e ss p er s o n ali s e d c o nt e nt 

B ei n g a bl e t o a c c e s s g e n eri c i nf or m ati o n a b o ut 
p e nsi o ns is a p p e ali n g b ut t h e c o n c e pt of cr e ati n g a 
pr ofil e t o t ail or t his i nf or m ati o n t o t h eir p er s o n al 
sit u ati o n is  v er y p ositi v e, wit h p arti ci p a nt s cl ai mi n g 
t h e y w o ul d b e willi n g t o s p e n d u p t o 1 5-2 0 mi n ut e s 
c o m pl eti n g a n y pr ofil e.  S o m e ar e willi n g t o s p e n d 
l o n g er i n p utti n g d at a a n d usi n g t h e t o ols a v ail a bl e - f or 
t h e hi g h er e n g a g e d, t his c o ul d b e u p t o a n h o ur. 

T h er e ar e a n u m b er of p ot e nti al b arri er s 
w hi c h c o ul d i m p a ct o n willi n g n e ss t o cr e at e a 
pr ofil e 

D at a s e c urit y c o n c er ns: T h os e w h o  h a d c o n c er ns 
a b o ut  d at a s e c urit y m or e g e n er all y w er e l e s s willi n g  t o 
pr o vi d e t o o m u c h d et ail i n a pr ofil e. T his di d  n ot 
m e a n t h e y w o ul d n ot us e t h e t o ols t h at mi g ht b e 
pr o vi d e d , b ut  t h e y w a nt e d t h e a bilit y t o d el et e ( or 
a ut o m ati c all y wi p e) d at a aft er us e. 

T h os e wit h I n d e p e n d e nt  Fi n a n ci al  A d vis er s (I F As): F or 
t h os e w h o  us e d a n I F A, t h e b e n efit s of  cr e ati n g a 
pr ofil e  w er e l e s s e nti ci n g a s i n di vi d u als f elt t h e y 
alr e a d y h a d a c c e s s, n ot o nl y t o p er s o n alis e d 
i nf or m ati o n  a n d g ui d a n c e, b ut  als o a d vi c e. 

Cl e ar o n r etir e m e nt pl a ns: T h os e w h o alr e a d y h a v e a 
cl e ar pl a n  i n pl a c e r e g ar di n g t h eir r etir e m e nt d o  n ot 
s e e v al u e i n  cr e ati n g a pr ofil e 

Mis si n g p e nsi o ns: N at ur all y t h os e w h o h a v e mis si n g 
p e nsi o ns o n t h eir d a s h b o ar d m a y n ot b e willi n g t o 
s p e n d ti m e cr e ati n g a pr ofil e u ntil all d at a is a v ail a bl e 
t o t h e m. 
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I c, e a cl n g , a pr ofi ~ 

It will b e i m p ort a nt t o r e a ss ur e 
us er s a b o ut d at a s e c urit y m e a s ur e s a s 
w ell a s t o h i g hli g ht t h e b e n efit of 
p er s o n ali s e d  i nf or m ati o n a n d g ui d a n c e 
w h e n t h e y  cr e at e a pr ofil e.  A m o d er n a n d 
us er fri e n dl y i nt erf a c e will al s o e n c o ur a g e 
pr ofil e cr e ati o n. 

C o n si d er pr e s e nt i n g u s er s wit h pr ofil e 
cr e ati o n aft er  t h e y h a v e e x p eri e n c e d t h e 
d a s h b o ar d 

T h e k e y m oti v at or f or usi n g t h e p e nsi o ns d a s h b o ar d 
will b e t h e a bilit y t o vi e w t h eir p e nsi o ns i n o n e pl a c e 
a n d t o s e e w h at t h eir pr oj e ct e d i n c o m e mi g ht b e i n 
r etir e m e nt. O n c e t h e y h a v e e x p eri e n c e d t his, t h e 
n at ur al n e xt st e p is t o fi n d o ut w h at t h e y c a n d o t o 
i nfl u e n c e t his. B y pr e s e nti n g us er s wit h t h e o pti o n  t o 
cr e at e a pr ofil e at t h e p oi nt t h e y m o v e fr o m t h e 
d a s h b o ar d t o f urt h er i nf or m ati o n  a n d g ui d a n c e, t h er e 
is a str o n g li k eli h o o d  t h e y will m a k e us e of t his f e at ur e 
i n or d er  t o a c c e s s t h e p er s o n alis e d i nf or m ati o n a n d 
g ui d a n c e a v ail a bl e t o t h e m. 

If us er s ar e pr e s e nt e d wit h t h e o pti o n t o cr e at e a 
pr ofil e  b ef or e t h e y h a v e a c c e s s e d t h e d a s h b o ar d e. g. 
aft er t h e i d e ntit y v erifi c ati o n pr o c e s s, t h e r e s e ar c h 
s u g g e st s t h at m a n y will n ot  s e e v al u e i n cr e ati n g a 
pr ofil e. 

O bst a cl e t o a c hi e vi n g m ai n ai m: S p e n di n g ti m e 
cr e ati n g a pr ofil e is a n o bst a cl e i n t h e w a y of a c hi e vi n g 
t h eir m ai n ai m - t o a c c e s s t h e p e nsi o ns 
d a s h b o ar d. T his  is e s p e ci all y tr u e f or  t h os e w h o  ar e 
l e s s li k el y  t o w a nt t o us e a n y a d diti o n al s u p p ort a n d 
g ui d a n c e t h at pr o vi d er s  mi g ht off er  s u c h a s  t h os e wit h 
a c c e s s t oI F As or t h os e w h o alr e a d y h a v e a cl e ar 
r etir e m e nt pl a n i n  pl a c e.  F or  t h e s e i n di vi d u als,  t h e 
pr o c e s s b e c o m e s l o n g -wi n d e d a n d u n n e c e s s ar y. 

Fr ustr ati o n if  p e nsi o ns ar e mis si n g: I n a d diti o n, if us er s 
s p e n d ti m e cr e ati n g a pr ofil e t o t h e n dis c o v er 
o n e/s o m e of t h eir p e nsi o ns ar e mis si n g fr o m t h e 
d a s h b o ar d, t his  is li k el y  t o c a us e fr ustr ati o n a n d c o ul d 
l e a d t o i n di vi d u als  n ot r et ur ni n g. 

I nf or m ati on r e q uir e d f or t h e pr ofil e m a y b e o n t h e 
d a s h b o ar d: Pr a cti c all y, s o m e of t h e i nf or m ati o n 
r e q uir e d i n a us er pr ofil e w hi c h c a n t h e n b e us e d t o 
pr o vi d e p er s o n alis e d i nf or m ati o n a n d g ui d a n c e, is 
li k el y t o b e a b o ut t h eir p e nsi o n s. S o m e  of t his 
i nf or m ati o n m a y n ot  b e a v ail a bl e o n  d a s h b o ar ds s o 
m a y i n v ol v e us er s g oi n g dir e ctl y t o t h eir p e nsi o n 
pr o vi d er  w e bsit e/ p a p er w or k t o c oll e ct t his. W hil e 
t h e y d o n’t mi n d d oi n g t his l at er i n t h e pr o c e s s, d oi n g 
t his e arl y o n is at o d ds wit h t h e k e y dri v er t o l o g gi n g 
i nt o t h e p e nsi o ns d a s h b o ar d.  T his c o ul d m a k e t h e 
pr ofil e cr e ati o n pr o c e s s f e el m or e c u m b er s o m e. 

A c c e s si n g a d diti o n al 

s u p p ort 
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Us er s s ur pri s e d t h at t h eir p e n si o n s d at a will 
n ot b e s h ar e d o ut si d e of t h eir d a s h b o ar d 

M ost us er s a s s u m e t h at M a P S will  h a v e a c c e s s t o t h eir 
p e nsi o n d at a gi v e n t h e y ar e h osti n g t h e pl atf or m. 
T h er e is s ur pris e t h at t his w o ul d n ot  b e t h e 
c a s e . B ei n g a s k e d t o r e k e y d at a fr o m t h e d a s h b o ar d 
i nt o t h eir pr ofil e c a n t h er ef or e f e el j arri n g a s w ell a s 
b ei n g q uit e ti m e c o ns u mi n g f or t h os e wit h m ulti pl e 
p e nsi o ns. Gi v e n t h e tr ust t h e y p ut i n t h e g o v er n m e nt 
li n k  a n d t h e a s s o ci at e d d at a s e c urit y, m ost w o ul d b e 
willi n g t o s h ar e t h eir d at a wit h M a P S if f or e x a m pl e 
t his w a s t o b e us e d t o a ut o p o p ul at e p art s of t h eir 
pr ofil e or c o ul d b e s e e n b y p e nsi o n g ui d er s w h o c o ul d 
h el p a ns w er q u e sti o ns t h e y h a v e , m a ki n g t h e pr o c e s s 
q ui c k  a n d e a s y.  H o w e v er, it will b e i m p ort a nt t o 
cl e arl y e x pl ai n t his t o us er s s o t h e y u n d er st a n d t h at 
M a P S ar e n ot a bl e t o i niti all y vi e w t h eir d at a a n d t h e y 
w o ul d n e e d t o p r o vi d e a d diti o n al p er mis si o n i n or d er 
f or t his d at a t o p ot e nti all y b e us e d t o p o p ul at e t h eir 
pr ofil e or  a c c e s s e d b y t h os e pr o vi di n g  g ui d a n c e 
s er vi c e s . 

N B: S h ari n g p e nsi o ns  d at a w a s e x pl or e d i n  t h e c o nt e xt 
of pr o vi di n g M a P S wit h a c c e s s. F urt h er r e s e ar c h 
w o ul d b e n e e d e d t o u n d er st a n d t h e a p p etit e a m o n g st 
us er s t o s h ar e wit h ot h er d a s h b o ar d pr o vi d er s, 
p arti c ul arl y t h os e wit h o ut a g o v er n m e nt li n k e. g. 
p e nsi o n pr o vi d er s. 

N ot e v er y o n e i s c o mf ort a bl e wit h s h ari n g 

t h eir p e n si o n d at a 

If pr e s e nt e d wit h t h e o pti o n of s h ari n g t h eir d a t a wit h 
M a P S, s o m e will d e cli n e, pr ef erri n g t o r e k e y t h e d at a 
t h e ms el v e s. T his is e s p e ci all y li k el y  if i n di vi d u als  h a v e 
f e w p ot s  a s it will  m e a n l e s s eff ort. If i n di vi d u als  h a v e 
m a n y p ot s, it will b e i m p ort a nt t o r e m o v e a s m u c h 
fri cti o n fr o m  t his pr o c e s s a s p os si bl e. 

W h e n us er s cli c k o n t h e j o ur n e y 
b utt o ns  o n t h e d a s h b o ar d, o p e ni n g t h e 
f urt h er i nf or m ati o n a n d g ui d a n c e i n a n e w 
wi n d o w  i n t h e br o ws er  will h el p m a k e t hi s 
pr o c e ss e a si e r, s o us er s c a n q ui c kl y r ef er 
b a c k t o p e nsi o n d et ail s o n t h eir 
d a s h b o ar d 
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I nf or m ati o n a n d g ui d a n c e 
n e e d s 
As c o v er e d  i n t h e P e nsi o n E n g a g e m e nt s e cti o n, t h e 
f oll o wi n g  k e y g a ps ar e t o p  of mi n d w h e n us er s 
c o nsi d er w h at i nf or m ati o n a n d g ui d a n c e t h e y n e e d t o 
h el p t h e m b ett er u n d er st a n d t h eir p e nsi o ns a n d pl a n 
f or t h eir r etir e m e nt 

W h at is a 
c o mf ort a bl e 
r etir e m e nt i n c o m e 
a n d h o w d o I 
c al c ul at e t his 

W h at is t h e i m p a ct 
of c h a n gi n g 
c o ntri b uti o n s o n 
m y f i n al p e n si o n 
siz e 

A m I c o ntri b uti n g 
e n o u g h t o h a v e 
t h e r etir e m e nt 
i n c o m e I w a nt 

W h at ar e t h e 
diff er e nt t y p e s of 
p e n si o n s a n d 
dr a w d o w n o pti o ns, 
a n d w h at d o t h e y 

m e a n 
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I n t h e r e s e ar c h, p arti ci p a nts w er e s h o w n 
a v ari et y of t o ol s t h at c a n b e us e d t o h el p 
wit h p e nsi o n a n d r etir e m e nt pl a n ni n g. 
T h e s e w er e s h o w n aft er di s c ussi n g 
s p o nt a n e o us  n e e ds a n d e x p e ct ati o ns of 
i nf or m ati o n a n d g ui d a n c e. 

Hi g h a p p e al f or i nt er a cti v e, p e n si o n pl a n ni n g 
t o ol s 

C o ntri b uti o n a n d lif e st yl e t o ols h a d t h e m ost 
r e s o n a n c e wit h all a u di e n c e s, all o wi n g  us er s t o 
e x pl or e t h e i m p a ct t h at diff er e nt c o ntri b uti o ns a n d 
lif e st yl e c h oi c e s will h a v e o n t h eir r etir e m e nt pl a ns. 
T h er e is hi g h a p p e al f or t h e t ail or e d r e s ult s t h at t o ols 
pr o vi d e a n d us er s ar e willi n g t o i n v e st ti m e t o r e c ei v e 
t h e s e o ut p ut s, a s l o n g  a s t h e t o ols  ar e us er  fri e n dl y 
e. g.  sli d er s t h at c a n b e dr a g g e d t o s et c o ntri b uti o n 
l e v el a n d r etir e m e nt a g e. 

B y dr a wi n g o n t h eir pr e vi o u s e x p eri e n c e s a n d t h eir c urr e nt n e e d s, p artici p a nt s r e c o m m e n d e d t h e f oll o wi n g t o ols 
a n d t h e c or e f e at ur e s wit hi n 

T o ol C or e e dit a bl e f e at ur e s C or e o ut p ut 

C o ntri b uti o n s T ar g et i n c o m e Pr oj e ct e d fi n al i n c o m e * 
t o ol R etir e m e nt a g e Pr oj e ct e d fi n al p ot siz e * 

P e nsi o n c o ntri b uti o ns 
C urr e nt p e nsi o n(s) siz e 

Lif e st yl e t o ol E x p e n dit ur e s 
R etir e m e nt a g e 

Lif e st yl e e x p e n dit ur e e x a m pl e s i. e. w h at 
l e v el of i n c o m e is n e c e s s ar y t o m ai nt ai n 
lif e st yl e s 

R etir e m e nt 
o pti o n s 

P e nsi o n a c c e s s o pti o ns e. g. A n n uit y, 
fl e xi bl e i n c o m e 

I m p a ct of o pti o ns  o n r etir e m e nt i n c o m e 
a n d o v er all p e nsi o n siz e 

G ui d a n c e o n h o w t o fi n d b e st o pti o n 

* P arti ci p a nt s a s s u m e d t h at pr oj e ct e d i n c o m e s  a n d p ot  siz e s w er e c al c ul at e d i n t h e s a m e w a y a cr os s all p e nsi o ns 
( a n d i n d e e d wit hi n t h e t o ols off er e d b y M a P S a n d p e nsi o n pr o vi d er s).  D a s h b o ar d pr o vi d er s will n e e d t o c o nsi d er 
h o w t o e ns ur e c o nsist e n c y s o us er s h a v e c o nfi d e n c e i n t h e fi g ur e s pr o vi d e d.  If t his is n ot p os si bl e, cl e ar 
c o m m u ni c ati o n will b e k e y. 
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P e nsi o n pl a n ni n g t o ol s s h o ul d b e a 
c or e p art of t h e f urt h er i nf or m ati o n  a n d 
g ui d a n c e off er e d t o m e et us er 
e x p e ct ati o ns 

T h e s o p hi sti c ati o n of t o ol s s h o ul d b e t ail or e d 
t o t h e n e e d s of t h e u s er 

F or t h e m aj orit y of us er s a n d p arti c ul arl y t h e l e s s 
e n g a g e d, a n i d e al p e nsi o n pl a n ni n g t o ol m a k e s it e a s y 
t o i n p ut  i nf or m ati o n a n d pr o vi d e s f a st a n d e a s y t o 
u n d er st a n d o ut p ut s. B ut w hil e t h er e is a n o v er ar c hi n g 
n e e d f or t o ols t o b e si m pl e, t h er e is a p p e al f or t h e 
o pti o n t o i ntr o d u c e f urt h er, e dit a bl e f a ct or s i nt o t o ols 
t h at all o w us er s t o e x pl or e r etir e m e nt o pti o ns i n m or e 
d et ail. T h e hi g h er e n g a g e d ar e m or e e a sil y a bl e t o 
i d e ntif y f urt h er l e v els of c ust o mis ati o n a n d c o m pl e xit y 
t o t h e s e t o ols t h e y n e e d t o e x pl or e t h eir r etir e m e nt 
pl a ns i n m or e d et ail. 

B y pr o vi di n g  t h e s e a d diti o n al l a y er s a s o pti o n al 
a d d o ns, it  c a n a v oi d  o v er w h el mi n g  t h e l e s s e n g a g e d 
a n d pr o vi d e t h e m wit h t h e c h oi c e t o i ntr o d u c e 
a d diti o n al p ar a m et e r s t o t h e t o ol at t h eir o w n p a c e, 
h el pi n g t o b uil d t h eir c o nfi d e n c e i n h o w t o us e t h e s e 
t o ols a n d i nt er pr et t h e o ut p ut s. 

T o ol s s h o ul d  b e pr e s e nt e d  i n t h eir 
si m pl e st f or m at i niti all y t o b e a c c e ssi bl e 
a cr oss all a u di e n c e s a n d e n g a g e m e nt 
l e v el s, wit h t h e a bilit y t o a d d gr e at er 
l a y er s of s o p hi sti c ati o n. 

Hi g h a p p e al f or a c o ntri b uti o n t o ol 
t h at s h o w s i m p a ct of c h a n gi n g 
c o ntri b uti o n s o n r etir e m e nt i n c o m e 
a cr o ss all a u di e n c e s 

A c o ntri b uti o n t o ol at it s b a si c l e v el is e x p e ct e d t o 
pr o vi d e si m pl e a n d q ui c k pr oj e ct e d i n c o m e s, b a s e d o n 
p ar a m et er s us er s c a n e dit usi n g  ‘ sli d er s’ . Hi g h er 
e n g a g e d us er s ar e m or e li k el y  t o s u g g e st t h e i n cl usi o n 
of  m or e a d v a n c e d f e at ur e s, i n cl u di n g: 

•  I m p a ct of c h a n gi n g  gr o wt h pr oj e cti o ns 

•  S etti n g diff er e nt  c o ntri b uti o n l e v els  at diff er e nt 
lif e st a g e s 

•  C h a n gi n g ris k l e v els  of  i n v e st m e nt s 

T o h el p s u p p ort  us er s, a 
c o ntri b uti o ns  t o ol will n e e d t o cl e arl y 
e x pl ai n t h e a ss u m pti o ns  us e d i n t h e t o ol 
a n d h o w t h e fi n al pr oj e ct e d i n c o m e i s 
c al c ul at e d e. g. i s it b a s e d o n p ur c h a si n g 
a n a n n uit y. 

L if e st yl e t o ol s ar e a p p e ali n g b ut 
n e e d t o b e c u st o mi s a bl e t o f e el 
r el e v a nt t o t h e u s er 

C al c ul ati n g t h e i n c o m e r e q uir e d f or diff er e nt lif e st yl e s 
i n r etir e m e nt is a fr e q u e nt c h all e n g e a m o n g us er s, 
e s p e ci all y t h e l o w er e n g a g e d. M or e o v er, us er s 
str u g gl e t o e n vis a g e t h e lif e st yl e t h e y w o ul d  w a nt i n 
r etir e m e nt a n d t h e p e nsi o n i n c o m e n e e d e d t o s u p p ort 
t his. A g ui d e t o w h at l e v els of i n c o m e ar e n e e d e d t o 
s u p p ort  diff er e nt  lif e st yl e s, a s w ell a s a t o ol  t h at 
all o ws us er s t o e sti m at e i n c o m e t ar g et s s uit a bl e t o 
t h eir c urr e nt lif e st yl e h a s hi g h a p p e al. At a b a si c l e v el 
t his w o ul d s h o w mi ni m u m, m o d er at e a n d c o mf ort a bl e 
lif e st yl e s wit h o v er all m o nt hl y  e x p e n dit ur e s, f oll o w e d 
b y  a br e a k d o w n  of k e y  e x p e n dit ur e s ( e. g. f o o d, 
l eis ur e). 

W h e n s h o w n e x a m pl e s of si mil ar e xisti n g t o ols, us er s 
oft e n fi n d it diffi c ult  t o r el at e t o t h e lif e st yl e s 
e x a m pl e s pr e s e nt e d. A lif e st yl e t o ol  t h at us er s c a n 
t ail or  t o t h eir o w n  n e e ds i. e. b y  r e m o vi n g / a d di n g 
e x p e n dit ur e s a s r e q uir e d  will pr o vi d e  a  m or e 
p er s o n alis e d e x p eri e n c e a n d i n cr e a s e e n g a g e m e nt. 

At a m or e c o m pl e x  l e v el, p ot e nti al us er s ar e 
i nt er e st e d i n a  lif e st yl e t o ol  t h at c o ul d  i nt er a ct wit h 
t h eir  c urr e nt p e nsi o n  pr oj e cti o ns t o pr o vi d e  f e e d b a c k 
o n h o w cl os e t h e y ar e t o m e eti n g t h eir r etir e m e nt 
t ar g et s - a s w el l a s g ui d a n c e o n h o w t o m e et t h e s e 
t ar g et s e. g. i n cr e a s e c o ntri b uti o ns b y x a m o u nt . 
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+ 

“It w o ul d b e g o o d t o g et s o m e m or e 
a d vi c e o n w h at a ct u all y h a p p e n s 
w h e n y o u r el e a s e y o ur p e n si o n s a n d 
w a nt m o n e y o ut of t h e m, e s p e ci all y 
ar o u n d t h e t a x i n v ol v e d. ” 
M al e, 3 0, St arti n g o ut, Hi g h e n g a g e m e nt 

Us er s n e e d g ui d a n c e o n t h e i m p a ct of 
t a ki n g m o n e y fr o m t h eir p e n si o n p ot( s) 

Us er s h a v e a v ari et y of c h oi c e s i n h o w t o a c c e s s t h eir 
p e nsi o n p ot s a n d it c a n b e diffi c ult  f or t h e m t o 
u n d er st a n d h o w  t h e s e c h oi c e s c a n i m p a ct  t h eir fi n al, 
r etir e m e nt i n c o m e. Fr e q u e nt  q u e sti o ns i n cl u d e: 

•  W h at diff er e nt o pti o ns ar e t h er e a n d w h at is t h e 
diff er e n c e ?  E. g. a n n uiti e s, a dj ust e d i n c o m e 

−  W h at ar e t h e b e n efit s / dr a w b a c ks of e a c h ? 

−  W h at  ar e t h e t a x i m pli c ati o ns ? 

•  H o w will a c c e s si n g m y p e nsi o n  i m p a ct o v er all 
p e nsi o n v al u e  a n d gr o wt h ? E. g. t a ki n g o ut 2 5 % 
l u m p s u m 

A t o ol t h at c a n s h o w t h e i m p a ct of diff er e nt 
r etir e m e nt o pti o ns  o n  t h eir pr oj e ct e d i n c o m e  h a s hi g h 
a p p e al, a s w ell a s li n ks  t o g ui d e s t o h el p  t h e m 
u n d er st a n d t h e pr o s a n d c o ns of e a c h o pti o n, wit h 
li n ks t o f urt h er r e s o ur c e s if t h e y w a nt t o e x pl or e i n 
m or e d et ail. Hi g h er e n g a g e d us er s ar e i nt er e st e d i n 
s e ei n g a d et ail e d t a x br e a k d o w n of  e a c h r etir e m e nt 
o pti o n s o t h e y c a n m a k e m or e i nf or m e d d e cisi o ns. 

“ S o m e w e b sit e s h a v e a n ‘i’ n e xt t o 
t hi n gs a n d y o u pr e s s t h at a n d it gi v e s 
f urt h er e x pl a n ati o n of w h at t h at 
m e a n s. I t hi n k t h at w o ul d b e h el pf ul. 
V er y cl e ar, d efi n e d a n d si m pl e 
e x pl a n ati o n s ” 

M al e, 2 3, St arti n g  o ut, M e di u m E n g a g e m e nt 

M o st u s er s e x p e ct i nf or m ati o n a n d g ui d a n c e 
will b e writt e n i n si m pl e,  j ar g o n -fr e e 
l a n g u a g e 

A cr os s all l e v els of  e n g a g e m e nt, us er s o c c a si o n all y 
str u g gl e t o u n d er st a n d h o w  t h eir  p e nsi o n is  b ei n g 
m a n a g e d, h o w it  c a n b e  a c c e s s e d a n d t h e d efi niti o ns 
us e d b y t h eir p e nsi o n pr o vi d er s. T o pi c s t h at ar e a 
fr e q u e nt s o ur c e of c o nf usi o n i n cl u d e: 

•  A n n uiti e s:  H o w d o  t h e s e w or k i n  pr a cti c e, w h at is 
t h e diff er e n c e b et w e e n a n n uit y t y p e s a n d w hi c h 
o n e is m ost s uit a bl e ? 

•  A dj ust e d i n c o m e: H o w c a n t his b e c al c ul at e d ? 
W h at  f a ct or s i m p a ct a dj ust e d i n c o m e ? 

•  C h ar g e s: Ar e t h e s e c o m p etiti v e ? A d diti o n all y, 
us er s c a n fi n d  it  fr ustr ati n g if o n g oi n g  c h ar g e s ar e 
n ot  tr a ns p ar e nt or e a sil y a c c e s si bl e. 

T h e c o n c e pt of a F A Q/ M yt h B ust er e a sil y a c c e s si bl e 
a cr os s t h e d a s h b o ar d a n d f urt h er i nf or m ati o n a n d 
g ui d a n c e h a s hi g h a p p e al, t o h el p  us er s u n d er st a n d 
a n y t er mi n ol o g y a n d c o n c e pt s t h e y ar e u nf a mili ar 
wit h, dis p el c o m m o n m yt hs a n d t o d e e p e n t h eir 
u n d er st a n di n g of  p e nsi o ns  at t h eir  o w n p a c e. T h e 
m aj orit y of  us er s w a nt t o s e e t his g ui d a n c e pr e s e nt e d 
i n e a s y t o di g e st, bit e-siz e d f or m at s, w hi c h is cl e arl y 
c at e g oris e d s o us er s c a n fi n d  t h e i nf or m ati o n t h at  is 
m ost r el e v a nt t o t h e m. T his c a n b e s u p pl e m e nt e d b y 
m or e d et ail e d r e s o ur c e s f or t h e hi g hl y  e n g a g e d t o 
e x pl or e e. g. a P D F t e c h ni c al d o c u m e nt 

“ [ W h e n a c c e s si n g pr o vi d er s' sit e s] I 
e n d e d u p r e a di n g a l ot of i nf or m ati o n 
t h at w a s n’t r el e v a nt, b e c a u s e m y 
p e n si o n f u n d w a s n o w h er e n e ar t h e 
a m o u nt it n e e d e d t o b e. S o if 
i nf or m ati o n i s c at e g ori s e d a n d y o u 
c a n cli c k o nt o it a n d r e a d it if it i s 
r el e v a nt, I will r et ai n t h at i nf or m ati o n 
a l ot e a si er ” 

F e m al e, 4 3, T hi n ki n g, L o w E n g a g e m e nt 
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Vi d e o s c a n h el p t h e l o w er e n g a g e d 
u n d er st a n d m or e c o m pl e x i nf or m ati o n 

N arr at e d vi d e os  t h at vis u all y r e pr e s e nt c o m pl e x 
p e nsi o n t o pi c s ar e a p p e ali n g a cr os s a u di e n c e s, 
e s p e ci al l y a m o n g  t h e l o w er  e n g a g e d, m a n y of  w h o m 
st at e d t h e y fi n d  it  e a si er t o pr o c e s s i d e a s w hi c h ar e 
b ei n g t al k e d t hr o u g h i n j ar g o n fr e e l a n g u a g e. E ns uri n g 
t h at t e xt o n t h e w e bsit e is a bl e t o b e hi g hli g ht e d a n d 
w or ks  wit h s cr e e n r e a d er s is i m p ort a nt s o t h at t h e 
d a s h b o ar d a n d f urt h er i nf or m ati o n a n d g ui d a n c e is 
m or e a c c e s si bl e t o t h os e w h o n e e d a d diti o n al s u p p ort 
r e a di n g t h e i nf or m ati o n. 

B y pr o vi di n g  g ui d a n c e a cr oss a 

v ari et y of f or m ats, us er s ar e fr e e t o pi c k 
t h e m et h o d t h at f e el s m ost n at ur al t o 
t h e m. 

“ I a m d ysl e xi c a n d if t h er e i s a l ot of 
i nf or m ati o n, I fi n d it a l ot e a si er if it i s 
r e a d o ut a n d I c a n g o t hr o u g h wit h it 
a s it i s b ei n g s p o k e n. I s e e m t o r et ai n 
t h e i nf or m ati o n a l ot b ett er ” 

M al e, 3 4, St arti n g o ut, L o w E n g a g e m e nt 

“ W h e n s o m e o n e i s t al ki n g, it b ri n gs it 
m or e t o lif e. W h e n I l o g g e d o nt o m y 
N E S T p e n si o n t h er e w er e l o a d s of 
P D Fs, b ut it's h ar d t o di g e st t e c h ni c al 
i nf or m ati o n fr o m pri nt. If s o m e o n e i s 
t al ki n g t hr o u g h a n d e x pl ai ni n g it 
wit h o ut t h e j ar g o n, I fi n d t h at m or e 
u s er fri e n dl y a n d e a si er t o d i g e st. ” 

F e m al e, 3 7, T hi n ki n g, L o w E n g a g e m e nt 

As hi g hli g ht e d i n t h e ‘ A c c e s si n g s u p p ort a n d g ui d a n c e ’ 
s e cti o n, t h er e is a p p e al f or i nf or m ati o n a n d g ui d a n c e 
t o b e t ail or e d t o c urr e nt r etir e m e nt j o ur n e y st a g e s, 
wit h t h e o pti o n t o e x pl or e f urt h er if n e e d e d - s o us er s 
c a n q ui c kl y  fi n d  t o pi c s t h at ar e m ost r el e v a nt t o t h e m. 

I nf or m ati o n ar o u n d  diff er e nt st a g e s 
of t h e r etir e m e nt j o ur n e y  s h o ul d  b e e a sil y 
a c c e ssi bl e t o all o w us er s t o r e a d 
i nf or m ati o n o n f ut ur e/ p a st r etir e m e nt 
st a g e s if d e sir e d 

It i s i m p ort a nt f or cle ar si g n p o sti n g t h at 
dir e ct s a n xi o u s u s er s t o a d diti o n al, t ar g et e d 
s u p p ort a n d r e s o ur c e s 

T hr o u g h o ut  t h e r e s e ar c h, w e o bs er v e d s o m e 
e x a m pl e s of  m or e n e g ati v e p e nsi o n j o ur n e ys  a s us er s 
e x pl or e d t h eir c urr e nt p e nsi o n p ot siz e s .  T h e s e 
i n cl u d e d; 

•  S h o c k at t h eir pr oj e ct e d i n c o m e – l o w er t h a n 
e x p e ct e d gi v e n h o w l o n g t h e y’ v e b e e n 
c o ntri b uti n g 

•  U n c ert ai nt y/ w orr y a b o ut  w h et h er  t h eir pr oj e ct e d 
i n c o m e will b e e n o u g h t o li v e o n 

•  U n c ert ai nt y/ w orr y t h at t h e y w o n’t a c hi e v e t h e 
lif e st yl e t h e y h a d h o p e d f or i n r etir e m e nt. 

U s er s o n t h e s e j o ur n e ys s e e k s u p p ort a n d r e a s s ur a n c e 
ar o u n d : 

•  W h at  c h a n g e s t h e y n e e d  t o m a k e t o t h eir 
c o ntri b uti o ns t o i n cr e a s e t h eir p e nsi o n p ot (s) 

•  W h er e t h e y c a n g o f or f urt h er h el p a n d g ui d a n c e 

U s er s e x p eri e n ci n g t h e s e c o n c er ns c a n oft e n f e el 
o v er w h el m e d a n d it is i m p ort a nt t h at i nf or m ati o n 
pr e s e nt e d is  cl e ar, c o n cis e a n d e a sil y a c c e s si bl e. I n 
m a n y c a s e s, t his a u di e n c e fi n ds t h e c o n c e pt of o n e o n 
o n e g ui d a n c e wit h a n e x p ert v er y a p p e ali n g t o h el p 
g ui d e t h e m t hr o u g h t his j o ur n e y.  It will b e i m p ort a nt 
f or a n y g ui d a n c e ‘ h el pli n e’ t o b e a v ail a bl e a cr os s a 
v ari et y of c h a n n els i n cl u di n g t el e p h o n e, vi d e o c alls, 
w e b c h at a n d e m ail. 

N e g ati v e p e nsi o n  d a s h b o ar d 
e x p eri e n c e s will b e  br o a dl y si mil ar a cr oss 
lif e st a g e s a n d t h er ef or e g ui d a n c e a n d 
r e a ss ur a n c e c a n b e c o nsi st e nt  a cr oss 
t h e s e st a g e s 
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 O n g oi n g e n g a g e m e nt 

D as h b o ar d a n d f urt h er s u p p ort a n d g ui d a n c e 
n e e d t o b e a c c e ssi bl e a cr o ss m ulti pl e 
pl atf or m s / d e vi c e s 

T h e r e s e ar c h s u g g e st s t h at us er s ar e li k el y t o b e 
a c c e s si n g b ot h t h e d a s h b o ar d a n d t h e f urt h er s u p p ort 
a n d g ui d a n c e a cr os s b ot h c o m p ut er s /l a pt o ps a n d 
m o bil e s /t a bl et s. W hil e t h er e is a n i n di c ati o n t h at a g e 
h a s a n i m p a ct o n pr ef err e d d e vi c e s f or a c c e s si n g t h e 
d a s h b o ar d, t his  is n ot  c o nsist e nt. 

C o m p ut er /l a pt o p: s o m e pr ef er t h e s e d e vi c e s 
d u e t o t h e l ar g er s cr e e n - i n  p arti c ul ar t his is 
v al u e d w h e n  s etti n g u p/ cr e ati n g pr ofil e s, fir st 
e x pl ori n g t h e sit e a n d r e a di n g a l ot of fi n a n ci al 
i nf or m ati o n. 

M o bil e/t a bl et: F or ot h er s, a m o bil e/t a bl et  is 
pr ef err e d - oft e n b e c a u s e it  is  a c o n v e ni e nt  a n d 
e a s y w a y t o q ui c kl y c h e c k t h e d a s h b o ar d f or 
t h eir  l at e st p e nsi o n d at a, alt h o u g h t h er e is  als o 
o p e n n e s s t o usi n g t his r o ut e f or  cr e ati n g 
pr ofil e s. N e w er fi nt e c h p r o vi d er s h a v e 
d e m o nstr at e d it  is p os si bl e t o cr e at e a 
fri cti o nl e s s s et u p  pr o c e s s, pr e vi o us st u di e s b y 
P w C R e s e ar c h h a v e f o u n d . T his  a c c e s si bilit y h a s 
t h e p ot e nti al t o e n c o ur a g e gr e at er e n g a g e m e nt 
i n t h e l o n g t er m wit h t h eir p e nsi o ns. 

T h er e i s a p p etit e f or pr o m pt s at k e y 
mil e st o n e s i n t h e p e n si o n j o ur n e y 

I n t h e r e s e ar c h, p arti ci p a nt s w er e a s k e d a b o ut t h eir 
o p e n n e s s t o r e c ei vi n g e m ail/ a p p n otifi c ati o ns at 
v ari o us  st a g e s i n t h eir p e nsi o n  j o ur n e y,  e n c o ur a gi n g 
t h e m t o r e visit t h e d a s h b o ar d a n d f urt h er s u p p ort  a n d 
g ui d a n c e . T his  i d e a  w a s r e c ei v e d p ositi v el y, 
p art i c ul arl y a m o n g  t h e l e s s e n g a g e d a s it w a s f elt  t o b e 
a us ef ul r e mi n d er gi v e n t h eir p e nsi o n(s) is n ot us u all y 
t o p of mi n d a n d will oft e n b e f or g ott e n. 

It is  i m p ort a nt t h at t h e s e r e mi n d er s  ar e r el e v a nt  a n d 
of v al u e t o us er s. E x a m pl e s of pr o m pt s  t h at us er s 
w o ul d fi n d us ef ul i n cl u d e d; 

•  H a v e y o u  c o nsi d er e d i n cr e a si n g y o ur 
c o ntri b uti o ns ? 

•  I s it ti m e t o l o w er y o ur ris k l e v el o n y o ur p e nsi o n ? 

•  H a v e y o u  t h o u g ht  a b o ut  r etir e m e nt y et ? L e ar n 
m or e a b o ut y o ur  r etir e m e nt o pti o ns 

•  W e h a v e n’t s e e n y o u i n a w hil e. W a nt t o c h e c k 
y o u’r e still o n tr a c k t o a c hi e vi n g t h e r etir e m e nt 
y o u w a nt ? 

•  U p d at e s t o p e nsi o n r e g ul ati o n/l a w t h at c o ul d 
i m p a ct t h e us er 

T h e fr e q u e n c y of t h e pr o m pt s is a n ot h er 
c o nsi d er ati o n. M ost w er e h a p p y t o b e s e nt 
n otifi c ati o ns a n n u all y or at c ert ai n mil e st o n e s i n t h eir 
p e nsi o n j o ur n e y.  F or e x a m pl e, pr o m pti n g a us er t o 
r e visit t h eir ris k l e v els e v er y 5 y e ar s. 

It is  i m p ort a nt n ot  t o b o m b ar d us er s a s t his c a n 
b e c o m e a n a n n o y a n c e a n d h a v e t h e o p p osit e eff e ct t o 
k e e pi n g it t o p of mi n d - it c a n b e c o m e ‘ w hit e n ois e’ 
a n d b e i g n or e d. 

“I t hi n k pr o m pt s w o ul d b e a r e all y 
g o o d t hi n g , j u st o n e e v er y n o w a n d 
a g ai n, m a y b e at c ert ai n a g e s 
s u g g e sti n g y o u u p y o ur c o ntri b uti o n 
a n d t ell y o u w h at t h at w o ul d 

i n cr e a s e t h e p e n si o n b y ” 

M al e, 6 1, T hi n ki n g a b o ut r etiri n g, Hi g h 
E n g a g e m e nt 
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ltt dli 

D et ail e d m et h o d ol o g y 
Q u alit ati v e i n -d e pt h i nt er vi e wi n g w a s us e d t o e x pl or e i n di vi d u al attit u d e s, b e h a vi o ur s, n e e ds a n d e x p e ct ati o ns of a 
M a P S p e nsi o ns d a s h b o ar d i n  d et ail wit h o ut  gr o u p i nfl u e n c e.  T h e s e nsiti viti e s i n v ol v e d i n  dis c us si n g p e nsi o n 
s p e cifi c s ( e. g. p ot  v al u e s, pr o d u ct  u n d er st a n di n g a n d r etir e m e nt pl a n ni n g)  ar e b ett er a d dr e s s e d i n a  1 - 2-1 
e n vir o n m e nt ( or  i n d e e d a s a p air e d d e pt h w h er e p art n er s /s p o us e s ar e i n v ol v e d i n  t his pr o c e s s). 

C o n d u cti n g  t h e s e d e pt hs i n -h o m e vi a vi d e o w a s f elt t o b e a p pr o pri at e gi v e n C O VI D -1 9, b ut it  is  als o r el e v a nt  a s it 
r efl e ct s t h e w a y i n  w hi c h i n di vi d u als  will a c c e s s t h e d a s h b o ar d. 

Fi e l d w or k 

I niti al i nt er vi e w ( c. 1 5 mi n s l o n g): 

T o c a pt ur e attit u d e s a n d b e h a vi o ur s i n 
r el ati o n t o t h eir p e n si o n( s) a n d 
s p o nt a n e o u sl y e x pl or e n e e d s a n d 
e x p e ct ati o n s of a M a P S d a s h b o ar d. 
P arti ci p a nt s w er e bri ef e d o n t h e t a s k a n d 
pr o vi d e d wit h s u p p ort w h er e n e c e ss ar y. 
E n g a g e m e nt wit h p e n si o n s a n d r etir e m e nt 
pl a n ni n g d et er mi n e s e x p e ct ati o n s a n d n e e d s 

T a s k: 

•  T o l o g o nt o t h eir p e nsi o n pr o vi d er(s)’ s sit e i n t h eir 
o w n ti m e, r e vi e w t h e c o nt e nt a v ail a bl e a n d 
c o nsi d er i nf or m ati o n/ g ui d a n c e pr o vi d e d vs 
n e e d e d, e a s e of u n d e r st a n di n g, f urt h er 
e x pl a n ati o n r e q uir e d. T his ai m e d t o c a pt ur e 
u n c o nsi d er e d n e e ds a n d e x pl or e w h at 
i nf or m ati o n/ g ui d a n c e t h e y w o ul d v al u e. 

R efl e cti v e i nt er vi e w ( c. 3 0 mi n s l o n g): 

•  M or e d et ail e d dis c us si o n ar o u n d 
n e e ds / e x p e ct ati o ns of a M a P S d a s h b o ar d ( a n d 
w h er e si g n p osti n g is r e q uir e d) usi n g  w h at t h e y 
h a d s e e n/ e x p eri e n c e d fr o m t h eir o w n p e nsi o n 
pr o vi d er  w e bsit e(s) a n d ot h er  sti m ul us / pr o m pt s, 
i n cl u di n g  hi g h l e v el pr o c e s s m a ps, wir efr a m e s, 
d a s h b o ar d m o c k -u p, H y p ot h e sis L a b i d e a s. 

Sti m ul u s 

•  P w C R e s e ar c h a n d M a P S c o -d e si g n e d a d a s h b o ar d 
m o c k u p  t o us e a s sti m uli i n  t h e r efl e cti v e 
i nt er vi e ws, w hi c h w a s s u p pl e m e nt e d b y a r a n g e of 
t o ol e x a m pl e s. S e e D et ail e d Sti m ul us s e cti o n f or 
e x a m pl e s us e d d uri n g t h e i nt er vi e ws. 
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D et ail e d s a m pl e str u ct ur e 
All p arti ci p a nt s r e cr uit e d f or  t his r e s e ar c h h a d 
u n cr yst allis e d p e nsi o ns ( at l e a st 1 or m or e p e nsi o ns 
t h at t h e y h a d n ot a s s e s s e d y et) a n d h a d n ot y et 
r etir e d, a s t his is c o nsi d er e d t o b e t h e k e y t ar g et 
a u di e n c e of t h e p e nsi o ns  d a s h b o ar d. S a m pli n g 
e ns ur e d a br o a d  s pr e a d of d e m o gr a p hi c s i n cl u di n g 
a g e, s o ci o e c o n o mi c  gr o u p, a g e, l o c ati o n, w or k st at us, 
r el ati o ns hi p st at us a n d t h e a p pr o pri at e pr o p orti o n  of 
e t h ni c m i n orit y a u di e n c e s f or t h e ar e a ( T a bl e ) 

As hi g hli g ht e d i n t h e r e p ort, t h e s a m pli n g f o c us e d o n 
a c hi e vi n g  a br o a d  r a n g e of p e nsi o n  arr a n g e m e nt s a n d 
attit u d e s a cr os s t h e s e f a ct or s, s o f urt h er q u a ntit ati v e 
r e s e ar c h wit h a  n ati o n all y r e pr e s e nt ati v e s a m pl e 
w o ul d b e n e e d e d t o i d e ntif y a n d v ali d at e a n y 
diff er e n c e s b et w e e n gr o u ps. 

I n t ot al, 6 0 p arti ci p a nt s w er e r e cr uit e d f or  t his 
r e s e ar c h. 

L o c ati o n 

D e m o gr a p hi cs / 
P e n si o n arr a n g e m e nt s A u di e n c e N ort h Mi dl a n d s S o ut h S c otl a n d 

N ort h er n 
I r el a n d W al e s T ot al 

  

  
    

   
      

   
  

  
  

    

    
  

 
    

  
  

    
 

             
   

  

   

 
      

 
   

         

        

         

        

        

         

        

        

 
        

        

         

        

        

  
        

 
 

        

        

         

 
        

 
 

        

        

        

        

        

         

S E G A B C 1 8 7 9 5 5 4 3 8 

C 2 D E 4 4 4 3 3 4 2 2 

G e n d er M al e 7 5 7 5 5 4 3 3 

F e m al e 5 6 5 3 3 4 2 6 

N o n bi n ar y 1 1 

Et h ni cit y W hit e 8 8 6 6 7 7 4 2 

Mi x e d or M ulti pl e 1 1 2 

A si a n or A si a n Briti s h 1 2 4 1 8 

Bl a c k, C ari b b e a n, 
Afri c a n, or Bl a c k Briti s h 1 1 1 1 4 

Ot h er 2 2 4 

C ar e er ( D 1 2) 1 j o b i n c ar e er 1 1 3 5 

2 -4 j o b s 4 6 8 4 5 3 3 0 

4 + j o b s 7 4 4 3 3 2 2 3 

P e n si o n T y p e s ( Q 3 a) D efi n e d b e n efit 
p e n si o n s 3 2 1 0 4 1 0 

P e n si o n arr a n g e m e nt s 
( Q 3 c) 

1 p e n si o n p ot 

2 p e n si o n p ots 

6 

3 

4 

4 

5 

5 

4 

3 

3 

4 

3 

2 

2 5 

2 1 

3 + p e n si o n p ots 3 3 3 1 1 3 1 4 

Ot h er s o ur c es of 
i n c o m e f or r etir e m e nt 7 4 1 0 4 2 3 3 0 

P e n si o n w e alt h siz e < £ 1 0 k i n p e nsi o n 7 4 2 1 4 2 2 0 
( Q 4) < £ 1 0 -2 5 k i n p e n si o n 2 1 2 1 1 3 1 0 

< £ 2 5 -5 0 k i n p e n si o n 2 1 1 2 1 1 8 

< £ 5 0 -1 5 0 k i n p e nsi o n 2 6 1 1 2 1 2 

£ 1 5 0 k + i n p e n si o n 1 3 2 3 1 1 0 

Fi n a n ci al a d vis or f or p e n si o n /r etir e m e nt a d vi c e 1 1 1 3 1 7 

S a m pli n g  ai m e d t o r e cr uit a  s pr e a d of  p e nsi o n lit er a c y a cr os s p e nsi o n j o ur n e y  st a g e s a n d a mi x  of s o ci o e c o n o mi c 
b a c k gr o u n ds ( T a bl e 2) 
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J o ur n e y st a g e s w er e d efi n e d a s b el o w: 

St arti n g o ut ( 2 1 -3 4): I’ v e j ust  st arti n g s a vi n g i nt o m y 
p e nsi o n 

B uil di n g ( 3 5 -4 9): I a m still b uil di n g  u p m y p e nsi o n 
p ot(s) b ut h a v e n’t st art e d t hi n ki n g a b o ut r etir e m e nt 
y et 

T hi n ki n g ( 5 0 +): I a m t hi n ki n g a b o ut r etir e m e nt (i n 
t er ms of w h e n a n d h o w t o r etir e) b ut h a v e n’t m a d e 
a n y l o n g -t er m d e cisi o ns ( m a y or m a y n ot h a v e 
a c c e s s e d a n y of  m y p e nsi o n(s) y et) 

R etiri n g s o o n ( 5 0 +): I a m l o o ki n g  t o r etir e s o o n b ut 
still h a v e d e cisi o ns t o m a k e ( m a y or m a y n ot h a v e 
a c c e s s e d s o m e of m y p e nsi o n(s)) 

St at e d p e nsi o n  lit er a c y w a s s elf-a s s e s s e d a n d d efi n e d 
b y  a s ki n g h o w fr e q u e ntl y  p arti ci p a nt s e n g a g e d wit h 
t h eir p e nsi o n(s) pr o vi d er a n d h o w m u c h t h e y a gr e e d 
wit h t h e f oll o wi n g st at e m e nt s: 

1. ‘I f e el k n o wl e d g e a bl e a b o ut p e nsi o ns a n d h o w 
t h e y w or k’ 

2. ‘I h a v e n o  pr o bl e m u n d er st a n di n g m y  a n n u al 
p e nsi o n st at e m e nt a n d w h at I n e e d t o d o t o 
m a xi mis e m y i n c o m e  at r etir e m e nt’ 

Hi g h p e nsi o n lit er a c y - Str o n gl y a gr e e d a n d e n g a g e d 
wit h pr o vi d er o n c e a y e ar or m or e 

M e di u m p e nsi o n lit er a c y - Sli g htl y 
a gr e e d/ n eit h er / dis a gr e e d a n d e n g a g e d wit h pr o vi d er 
o n c e a y e a r or m or e 

L o w p e nsi o n lit er a c y - Sli g htl y/ Str o n gl y  dis a gr e e d a n d 
e n g a g e d wit h pr o vi d er o n c e a y e ar or l e s s 

P e n si o n lit er a c y (st at e d) 

P e n si o n 
j o ur n e y st a g e 

S o ci o e c o n o mic 
s e g m e nt 

L o w M e di u m Hi g h T ot al 

  

  

    
 

    
  

 

  
   

    
      

          
  

    

 

  
     

  

   
 

         
   

    

 
    

   
 

  

   
    

 
 

  

    

 
  

    

      

     

      

     

      

     

      

     

      

-

St arti n g o ut A B C 1 2 3 2 7 

C 2 D E 3 3 1 7 

B uil di n g A B C 1 4 4 3 1 1 

C 2 D E 3 2 1 6 

T hi n ki n g A B C 1 4 4 3 1 1 

C 2 D E 3 0 1 4 

R etiri n g s o o n A B C 1 3 1 6 1 0 
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	About PwC Research
	Background and objectives
	Executive summary
	This research found a high likelihood to use a pensions dashboard in general across all audiences, it has something to offer across levels of engagement
	Tools that allow users to play around with contributions, retirement ages, lifestyles and retirement options are seen as the most valuable
	A bespoke, reflective approach to interviews was used to identify unconsidered needs

	Methodology
	Interview structure

	Engagement with pensions
	Users’ stated pension literacy often doesn’t match their actual understanding and knowledge
	Filling knowledge gaps emerged as a key priority among all users and this need becomes more pressing the closer users are to the end of their pension journey, when they are closer to making retirement decisions.
	Filling knowledge gaps emerged as a key priority among all users and this need becomes more pressing the closer users are to the end of their pension journey, when they are closer to making retirement decisions.

	Engagement with pensions and retirement planning determines expectations and needs
	“It would be good to get some  ‘what if’ scenarios, so showing me what will happen if interest falls to negative rates or what if it rises to 10%, that’s the sort of thing I would like to know”
	Male, 63, Retiring soon, high engagement
	“This would really help me in just giving me some information, advice and guidance on how I can best plan for my future”
	Male, 24, Starting out, Low Engagement
	“I have spreadsheets set up that we can see our exact expenditure, so we know how much we will need and what we need to contribute. I’m a bit obsessed and check all our pensions almost everyday.”
	Male & Female, 71 & 64, Retiring soon, High Engagement
	High engagement does not always translate into deeper understanding of pensions and the wider market
	High engagement does not always translate into deeper understanding of pensions and the wider market

	“I’m too engaged, I’m the sort of idiot that would look at his scheme on a regular basis to see how it’s doing. Friends think I’m crazy.”
	Male, 65, Thinking, High Engagement

	For users with low engagement, pension and retirement planning is not a priority
	Low engaged users are often unsure if they are saving enough for retirement
	Key knowledge gaps among the lower engaged include:
	“I don’t actually know what pension pots I’ve got where. I need to log on online as a lot of it is going digital.”
	Female, 43, Thinking, Low Engagement
	A lack of engagement with pensions and retirement planning means the lower engaged can struggle to identify where their knowledge gaps are. Taking these users on a journey that explores the various retirement scenarios/options that can impact them lat...
	A lack of engagement with pensions and retirement planning means the lower engaged can struggle to identify where their knowledge gaps are. Taking these users on a journey that explores the various retirement scenarios/options that can impact them lat...

	“Xxxx”
	JUTA
	Male, 28, Saving, Medium Engagement

	There is a strong chance the higher engaged will use provider dashboards

	Logging into the dashboard
	The dashboard will need to be accessible across multiple platforms and devices to meet needs across audiences
	“I would like to have the option for both. I prefer the bigger screen on the laptop, but when I’m out and about, I’d like to be able to check it on my phone as well. I’m comfortable using a browser but having an app where you can click directly into i...
	Computer/laptop
	There is a higher preference for using a computer (laptop/desktop) among older users, as the larger screen can make it easier to input and read financial information. Users that are more digital savvy anticipate they will use multiple windows simultan...
	Mobile/tablet app
	There is an assumption, commonly among younger users, that the dashboard will be accessible through an app as they already frequently use apps for their financial and banking needs. Users that prefer an app value its accessibility and convenience, par...
	The dashboard will need to be accessible across a mix of devices to satisfy the range of user preferences
	The dashboard will need to be accessible across a mix of devices to satisfy the range of user preferences



	Dashboard expectations
	Dashboard has high appeal across both lower and higher engaged audiences
	“I’m a bit late to sorting my  pensions so any sort of advice would be amazing to help me. And it’s such a process to get onto pension sites or check your state pension, to just have them all in one place would  be amazing”

	Female, 51, Saving, Low Engagement
	“Wow, that’s amazing. It’s very now, very easy - everything at my fingertips. Generationally... especially during the pandemic, we all now expect things to be so instant”

	Male, 49, Saving, High Engagement
	Initially users expect a greater level of pension data and interactivity on the dashboard
	However, simplicity overrides high expectations
	It will be important to manage expectations earlier in the process with an explanation of the purpose of the dashboard and that users need to visit their pension provider websites for more details or to perform any actions.
	It will be important to manage expectations earlier in the process with an explanation of the purpose of the dashboard and that users need to visit their pension provider websites for more details or to perform any actions.

	Initially, users expect a live data feed until they reconsider their own needs
	Users will be more accepting of less timely uploads if information such as ‘last updated’ and ‘next upload due’ is included on the dashboard. This will provide context to the figures, inform and manage the expectations of users, encouraging them to re...
	Users will be more accepting of less timely uploads if information such as ‘last updated’ and ‘next upload due’ is included on the dashboard. This will provide context to the figures, inform and manage the expectations of users, encouraging them to re...

	Missing pensions will be frustrating for some
	“It’s obviously going to take time to sort everything out and I don’t suspect that’s an easy process. But I would want some info on why they were missing or maybe when pots will be added.”
	Male, 28, Saving, Medium Engagement
	“It’s OK [not being matched to all pensions] because there is more information in front of me than I actually know now”
	Female, 61, Thinking, Low Engagement

	Frustration around missing pensions can be mitigated with clear communication and future prompts
	Independence and government link will encourage usage of the MoneyHelper dashboard
	“Xxxx”
	JUTA
	Male, 28, Saving, Medium Engagement

	There is a strong chance the higher engaged will use provider dashboards

	Accessing  support and guidance
	In the research, participants were told that there would be ‘journey buttons’ at the top of the dashboard.  By clicking on the journey that best fits their situation, they would be taken through to pension information and guidance relevant to their st...
	The concept of consolidated pension information and guidance was highly appealing
	Icons liked but journey ‘descriptions’ don’t capture nuanced journeys
	“Starting out can mean 18, 40 or 50. Maybe an option for ‘It’s never too late to start a pension’... so it covers people like myself that didn’t start their pension until their 40s”
	Male, 58, Thinking, Low engagement
	“I’m not sure, when they say under 50 do they mean approaching 50? I would still class myself as starting out, but because I’ve been in employment since I was 18 would they class me as Under 50? I’m torn between the two”
	Male, 30, Starting out, High Engagement
	Journey descriptions could be broadened to include these nuances.  This could be done with additional descriptions sitting under the icons (as below) or as ‘hover over’ text.
	Journey descriptions could be broadened to include these nuances.  This could be done with additional descriptions sitting under the icons (as below) or as ‘hover over’ text.


	Users surprised that their pensions data will not be shared outside of their dashboard
	Not everyone is comfortable with sharing their pension data
	When users click on the journey buttons on the dashboard, opening the further information and guidance in a new window in the browser will help make this process easier, so users can quickly refer back to pension details on their dashboard
	When users click on the journey buttons on the dashboard, opening the further information and guidance in a new window in the browser will help make this process easier, so users can quickly refer back to pension details on their dashboard



	Information and guidance needs
	In the research, participants were shown a variety of tools that can be used to help with pension and retirement planning. These were shown after discussing spontaneous needs and expectations of information and guidance.
	High appeal for interactive, pension planning tools
	Pension planning tools should be a core part of the further information and guidance offered to meet user expectations
	Pension planning tools should be a core part of the further information and guidance offered to meet user expectations

	The sophistication of tools should be tailored to the needs of the user
	Tools should be presented in their simplest format initially to be accessible across all audiences and engagement levels, with the ability to add greater layers of sophistication.
	Tools should be presented in their simplest format initially to be accessible across all audiences and engagement levels, with the ability to add greater layers of sophistication.

	High appeal for a contribution tool that shows impact of changing contributions on retirement income across all audiences
	To help support users, a contributions tool will need to clearly explain the assumptions used in the tool and how the final projected income is calculated e.g. is it based on purchasing an annuity.
	To help support users, a contributions tool will need to clearly explain the assumptions used in the tool and how the final projected income is calculated e.g. is it based on purchasing an annuity.

	Lifestyle tools are appealing but need to be customisable to feel relevant to the user
	“It would be good to get some more advice on what actually happens when you release your pensions and want money out of them, especially around the tax involved.”
	Male, 30, Starting out, High engagement

	Users need guidance on the impact of taking money from their pension pot(s)
	“Some websites have an ‘i’ next to things and you press that and it gives further explanation of what that means. I think that would be helpful. Very clear, defined and simple explanations”
	Male, 23, Starting out, Medium Engagement

	Most users expect information and guidance will be written in simple, jargon-free language
	“[When accessing providers' sites] I ended up reading a lot of information that wasn’t relevant, because my pension fund was nowhere near the amount it needed to be. So if information is categorised and you can click onto it and read it if it is relev...
	Female, 43, Thinking, Low Engagement

	Videos can help the lower engaged understand more complex information
	By providing guidance across a variety of formats, users are free to pick the method that feels most natural to them.
	By providing guidance across a variety of formats, users are free to pick the method that feels most natural to them.
	“I am dyslexic and if there is a lot of information, I find it a lot easier if it is read out and I can go through with it as it is being spoken. I seem to retain the information a lot better”
	Male, 34, Starting out, Low Engagement
	“When someone is talking, it brings it more to life. When I logged onto my NEST pension there were loads of PDFs, but it's hard to digest technical information from print. If someone is talking through and explaining it without the jargon, I find that...
	Female, 37, Thinking, Low Engagement
	Information around different stages of the retirement journey should be easily accessible to allow users to read information on future/past retirement stages if desired
	Information around different stages of the retirement journey should be easily accessible to allow users to read information on future/past retirement stages if desired


	It is important for clear signposting that directs anxious users to additional, targeted support and resources
	Negative pension dashboard experiences will be broadly similar across life stages and therefore guidance and reassurance can be consistent across these stages
	Negative pension dashboard experiences will be broadly similar across life stages and therefore guidance and reassurance can be consistent across these stages


	Core output
	Contributions tool
	Target income
	Retirement age
	Pension contributions
	Lifestyle tool
	Expenditures
	Retirement options

	Core editable features
	Tool
	Ongoing engagement
	Dashboard and further support and guidance need to be accessible across multiple platforms/devices
	There is appetite for prompts at key milestones in the pension journey
	Male, 61, Thinking about retiring, High Engagement


	Detailed sample structure
	Journey stages were defined as below:

	Pension literacy (stated)
	Socio-economic segment
	Pension journey stage
	Total
	Starting out
	Building
	Thinking
	Retiring soon
	Total

	High
	Medium
	Low



