
The problem

An employer in the telecommunications 
industry with 1,000 employees faced a lack 
of pension engagement from their scheme 
members.  The majority of the employees 
remained in the default fund, and contributed 
only the basic amount as specified by the 
employer, rather than making active choices 
of their own.

With a good quality scheme available, the 
employer wanted to make sure employees, 
and particularly new joiners, understood its 
benefits, and engaged meaningfully with their 
pension savings.

How it is helping

Building on the provider’s existing 
strategy, our multichannel 
approach increases the impact of 
the campaign, underlines the link 
between the employer and provider, 
and encourages employees to engage 
with their pensions.

By dripfeeding information regularly, we 
are able to keep members informed and 
engaged throughout the year.  This in 
turn triggers improved awareness and 
appreciation of the members’ pension 
benefits.  

With an increased understanding of what 
their scheme can offer, members are able 
to better plan for retirement.

In due course this means that the company 
will be helping those ready to retire, retire 
with confidence.

The solution has now been implemented 
with the client and we look forward to 
sharing details with you next year.

The issues

There was no obvious link between the 
employer and the pension provider.

This meant that passive communication from the 
provider was liable to be ignored, especially as 
employees, and in particular new joiners, were 
potentially unaware of who the provider was and their 
connection to our client.

Members were unprepared for messages from the 
provider, especially when they were only received on 
an infrequent basis, for example annual statements.
Communication from the provider tended not to be 
company- or scheme-specific which could further 
increase confusion.

Although the provider’s microsite and tools were very 
useful, the lack of engagement from members meant 
that only 7% of them had visited the site, and they 
typically only spent 1-2 minutes there.

So, despite investing in a quality pension scheme, the 
employer was not seeing a good ROI for their spend.  
They were keen to ensure that their employees both 
understood and benefited from the scheme available 
to them.

The solution

We wanted to make it easier for existing 
members and new joiners to understand 
the pension scheme and its relationship 
to the employer.  This would then help 
drive engagement with what was on 
offer.

To maximise the opportunity to engage new 
members we created an enhanced new-joiner 
process.

We used various communication streams 
including: 

• video messaging
• informative emails
• easy-to-understand online learning 

modules on the basics of pensions
• a detailed welcome pack
 
Our member helpline supported all of this and 
was available for any queries, in conjunction 
with the member’s online account.

For existing members, we used a similar 
education campaign to prepare them for the 
arrival of their annual statement from the 
provider.  When they received the statement, 
this would make them more likely to engage 
with it.
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