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This is Laura 
Laura works in the handbag department 
of an up market retail department store 

She knows everything there is to know 
about handbags , her customer chat 
includes words such as Bayswater, Clifton 
and Birkin 

She started work at this store about a 
year ago, she didn’t give the pension 
scheme any thought at all and no one 
told her much about it at her interview 

Put yourselves in their shoes… 

 

How many days holiday is far more 
important than the pension scheme 
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This is Frank 

Frank works as Head of Maintenance for a 
pharmaceutical company, he’s  ‘a highly multi-
skilled maintenance operative’  

He can tell you the difference between a 
monkey wrench, cushion wrench and a pipe 
wrench 

He has a ‘works’ pension, he’ll be alright, he 
thinks he ought to look into it at some point, 
now he’s started thinking of retiring 

 

Put yourselves in their shoes… 

I’ve not given it much thought, it’s only 
recently I’ve thought about what 

standard of living I’ll have  
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Experts with their own language 

Bdifferent have been carrying our research amongst 
those with company pension schemes for many years 

The thing we come up against time and again is lack of 
engagement, fuelled by lack of understanding 

 

Just as monkey wrenches, cushion wrenches and pipe 
wrenches mean nothing to me, drawdown, 
diversification, multi-asset, derivatives is another 
language to most people and we do very little to make it 
easier for them 
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For the uninitiated… 
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The difference  

…and the cushion wrench…? 



7 7 

And our cushion wrench…? 
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So what has our research revealed? 
For people like Laura, it’s all to far away 

20 – 35 year olds are busy trying to get on the property 
ladder, paying mortgages or bringing up children 

They know they have some sort of pension, they don’t really 
know what it is 

We are starting to see people have some interest in the 
future and in how their pension is invested 

But , the information they receive at joining and on going is 
heavy, daunting and ‘just too much’, it does little to engage 
them 

So even if they have some interest, they don’t know what 
they need to know and they don’t know what questions to 
ask 
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I don’t understand anything, yeah it will be good 
in the long run but I couldn’t tell you how much I 
have got in there, I couldn’t tell you how much 

comes out or anything really 

I don’t understand my tax code, but I pay 
tax every month, it’s the same with  

the pension 

Here’s what they said… 
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It’s approaching but it is all too confusing 
Frank is living on hope 

Some of those getting closer to retirement have at least started to 
think and look at their options 

But while they start to become engaged at this stage, this group are 
also the most disengaged during the process leading up to retirement 

They know that regulation has given them more freedom and choice, 
but with choice has come confusion 

For Frank, and others like him,  it is all about ‘hope’. He hopes his 
pension will be enough, he hopes it will be enough to live on when he 
gets there and after all he’ll still have his State pension – won’t he? 

  

 

? 
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Then there’s the question of risk 
Pensions aren’t risky but investment is... 

A simple sorting exercise with both younger and older employees 
revealed: 

Risk means – danger, uncertainty, taking a chance, a gamble, no 
clear outcome, it might be scary and it might be expensive 

Investing in stocks and shares is seen as high risk, pension savings 
as low risk 

◼ Free money 

◼ Some sort of guarantee 

There is very little awareness of how the pension works and that 
it invests in the very things they think of as high risk 

  

 

£ 
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I think the pension is low risk, you trust 
your company are managing it, it only 

becomes high risk if you have to go out 
and buy one yourself, because you 

wouldn’t know where to start 

Not that I read my paperwork, but I don’t 
remember having any choice on companies to 
invest in, the money just goes in at the end of 

the month 

Here’s what they said… 
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How can we increase interest and engagement? 
 
Let’s go back to the beginning… 

Why would the younger scheme members with other priorities 
and with maybe 30 plus years to wait until they see a benefit, 
want to engage with turgid, lengthy and confusing material 

What can we do….? 

  

 

I don’t know how long I am going to live 
but I enjoy life, to put a lot of money into 
something that I don’t know how long I 

am going to last seems daft, I would 
prefer to enjoy it now 

I  only recently found out I have been 
paying for the pension 
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What is currently being done? 
 

Some large DC pension schemes are using tools, 
gamification or online app trackers 

Apps and online resources appear to be a good way to 
engage, particularly the younger members   

The bigger issue is general understanding of how pensions 
work, using language that meets the needs of the shop 
assistant, the warehouse manager or anyone else who is 
not a pensions expert 

There is a fundamental issue of small print and confusing 
terminology, which begins at the start of the journey with a 
hefty joiners pack – in their words full of jargon and 
confusing terminology 
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What do members want? 
 

  

  

 

In general terms what they want is less material, less complexity and to 
know that it is going to be enough (or not) when they get to the point of 
retirement 

Value for money? How can I tell, when I don’t understand what I’m getting 
for my money? 
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Who can deliver what they need? 
 
The employer? 

Not all have the resources or ability 

The scheme provider? 

We have seen some good examples of apps produced by providers and 
some examples of poor communication 

The adviser? 

Where advisers were invited to run seminars or to talk to employees, for 
those who had been to such events,  they were seen as successful but how 
do we get them there 
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And what can Asset Managers do to help? 
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It’s a dynamic, exciting process… 
 

Very few members grasp that the pension is an investment 
product – therefore don’t understand that it is dynamic and 
active - if they did, they might take more interest 

In research groups and workshops, we find they once they 
had been walked through the investment process, they often 
become interested in understanding more  

Imagine a scenario where the pub or dinner party chat is not 
about house prices or mortgage deals but about the situation 
in China and how it affects ‘my’ pension… 
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Asset managers can help… 
 
◼ Obviously the employer and/or pension provider has a duty to 

provide the information about the scheme and the on going 
information and there is work to be done in making this 
understandable and accessible 

◼ But the asset manager is providing the underlying investment, so 
surely there is a role for them to enter the engagement ring - 
provided they can do it in a way that is clear understandable and 
motivating 

◼ Some of the asset management groups we deal with are making 
great strides in producing client friendly material and like 
Schroders, spending time to find out what members want 

 

Use them… 
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So how about this… 
 
Members told us they would like to understand – but it’s all too difficult and they think they 
never will 

◼ Invite the asset managers to run investment seminars for members but make them age 
and lifestyle specific   

◼ Get them engaged in the investment process encouraging them to know what they are 
invested in and the choices they can make should help engage them in the process 

◼ Start with explaining how the investment in a pension works – that it’s not just invested 
in some large savings pot 

◼ Help them understand risk and reward -  how do funds get given a rating, how is risk 
analyses and managed ? 

◼ Make it exciting, it’s not all about boring small print 

And lastly, make it about me – the pension scheme member, it’s my 
pension, I need to understand and engage with it 
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Thank you for listening 
 
 

 
 
Kim Bell 
kimbell@bdifferent.co.uk 
 
 
www.bdifferent.co.uk 
 

@bdifferent_Ltd 
@bdifferent_Asia 
 


