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ommunications technology
is advancing at breakneck

speed, and for pension
schemes it presents opportunities
for engaging with members In new
ways. The internet is already well
gstablished as a communi-
cations tool but smart-
phone apps and social
networking media are
now coming into the
frarme as well.
In the UK, web-
based delivery of
pension information
was given a boost
with the change In
rules last December
which permitted
glectronic delivery of
annual benefit state-
ments
Louise Harris, head of
pensions communicaltions
for Capita Hartshead explains:

‘“The changes allow greater flexibility

for pension schames to use online
communication as their medium ol
choice. The annual benefit state-
ment, | think, is the one thing that
members really do look at and
take note of, You can see your
pension account changing
. from one year to the next
t's a prompl o manage
your account — it says
vou have this much,
this is how much it will
ba when you retire,
and you think, Is It
enough?”
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has to offer something more than
providing the same scheme bookiets
or beneafit statements that people
would otherwise get through the
post. It has to make use of the
weab's versatility, So e-magazines
and e-versions of newslattars may
resamble at first glance a traditional
hard copy publication but their Inter-
activity enables readers 1o pursue
a particular theme of Interest 1o
them. One click can take them to a
video where someone speaks o
them in more depth about a topic
they are curious about, or clicking
on interactive graphs can lllustrate
a point visually

But the technical wizardry must
clarify the message and not dazzle
the audience. "You have to be sure
vou don't get carried away by the
gimmicks,” says Hannah Clarke of
Ferrier Pearce's creative team. “You
still need clear engaging copy that
makes sanse with the images.”

One way to grab attention Is

personalisation of
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" the message,

whether that

is welcoming people by name
when they log on or sending out
customised information. It's talking
o people as individuals, not just
churning out the same message
to all

‘Segmentation’ is the buzz word
in pension communication. Geatting
the right message to members
at each stage of their working life
is the most effective tool in getting
a response. "In engagement cam-
paigns to do with paying more
contributions or joining share saving
plans, If you are clever with data and
segment your audience by job role,
age, salary, life journay, you can
get the order of priorities for people.
You can catch them with the things
that make the most sense for them,’
says Clarke.

It also helps If the Images of
people used match the targel
audience, so the member feels this
s a person they can ftrusit, oOr
someone who is at the same
stage of lite or at their level in the
company. People are more willing
to take advice from those theay
identify with,

One example of a project man-
aged by Ferrier Pearce was for
Arup, a firm of designers, plannears
and enginears. The company was
closing one pansion scheme and

instead offering a group personal



rﬁk M‘llcl'i thw hadn‘t had to think
about before” says Clarke. "It was
friendly and didn't mention the word

a ¢ aumm by the company:
e number of people signing up
m&%mﬂahm of the target of

A aﬂ?"mpletﬂ redesign of a pension
scheme, or closing the DB scheme
mﬂ Eﬁtﬁl‘iﬂ up DC, are obviously
‘huge changes, which require a big

sntion-gre bing campaign. But
| h‘a fﬂﬂl.ll&l’ angagamant of members
‘with their pension scheme that can
be more difficult to achieve. Yet it is
essential for people to review their
contributions and investment
choices regularly to ensure, as far
as possible, their savings will meet
their IMng expenses in retiremeant.
‘lmhnﬂ and emails can play a
part In persuading people to do
the right thing. If, for example,
e's an upﬁnrtuntty to join a

._ _ in tha right direction.
&gmantmg the membership by
ﬂﬂﬂ can facilitate targeted messages,
unding people what is appro-
iate for this stage in their careers.
Birthdays also provide this oppor-

stili at an early Btana SuUrprisin
the first generation to use this fur
pensions could well be the silver
surfers. Ferrier Pearce has a client
which has set up a Facebook area
for its pensioners.

Clarke says: “The client has a
programme of entertainment for
their pensioners to try to keep them
engaged, and there's an active
pensionars society. The chairman
of trustees has set up a Facebook
account to let pensioners know
what is going on.”

Friends Provident is also pursuing
a pilot scheme with one client to use
Twitter and Facebonk to engage its
scheme members, For a month it
will run a campaign which involves
providing a Facebook page and
regular tweets.

“It will be almost like open access
to the people managing the pension
scheme, involving people in the HR
department backed up by Friends
Provident to provide information,”
says David Millar, manager of
Friends Provident's pension commu-
nication tearm. “Because it's such a
imited time period you can build up
some interest. Hopefully people will
follow it because that's how people
are consuming media now."

Capita Hartshead has as yet no
clients using social media, but In
the meantime is getting geared
up for future demand by testing
out a Facebook presence for a
notional scheme to look Into its
future potential. "We have set up a
Facebook page for a make-believe
scheme called Snowfall pension, so
we could play with the kind of
content you would put on there and

uaefut sacial maﬂ[a wi’ll ba
pension communication. “It's some-
thing we have delved into,” he
says. "At the moment in the UK and
ole are happy to socialise
on | k or T!’Mttan but m get
But SHILLING is working with a
cllent on a pension app for IPads
which s still at the development
stage. "At the moment it takes
people through to an electronic
version of the booklet and the
pension scheme website and
from that you can read about the
pension scheme and investment

choices and contributions,” he says.
“You wouldn't get access to your
statement Initially. That probably
would be something that comes In
the future.”

There are some pension apps
around already. Aviva's Time to Act
IPhone app is a modeller that
allows people to input their own data
on contributions, projected relire-
ment date etc, to work out what
their pension pot might be at
retirement. The app is a simplified
version of Aviva's modsller, the
Pension Tracker, which provides
personalised information to Aviva's
customers. Once customers register
they can see their own data and
future projections based on their
current pension pot and different
variables which they can Input.
Whether this app, avallable to
anyone, not just Aviva customers,
will be the shape of thfngs to come,
only time will tell,
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