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hether it be booking a holiday

online, paying bills or buying

goods, your average semi-|.T.

literate individual nowadays expects to

be able to almost entirely run their life

via the World Wide Web. Most people

nowever, would not place pensions

management very high on their list if

surveyed on what they used the
internet for

But with the pensions industry being

nateriously reticent when it comes to

new o apments, '.-\"'lE'I'n-E"' ["|E'_.' be

technological or otherwise, it is hardly

surprising that accessing pension
details has not become
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three main  reasons whny  many
oocupational !'.;E'r'Si:ll'l 5CN
not yet utilized the internet to its
full potential.
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is the concern that

trustees naturally have for managing
and protecting data. Then there is a
worry thal encouraging members to
check their investment details in their
defined contribution  scheme  for
exarmple, can encourage a short-term
view = the very oppasite of how those in
think
Thirdly, the money has generally not

been available to ¢

a pension scheme should

velop web services
of amy truly useful king

“The use of personal information in
regards to pensions has not rolled out
as was expected in Z000," says Tullett.
"Having a static website 15 basic and
guite common 50 schemes do have a
web presence in that sense, but a lot of
schemes are waiting for technology to
get cheaper.”

Although cost is
particularly for small to medium-sized
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Exploring the web

Marek Handzel asks why it has taken schemes so long to
get on board when it comes to online pension management
and examines what the benefits of investing in upgraded

internet capabilities are
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equally held

sponsars  and

scheme trustees back.

“We've had a coupls o

burner,” he says. "Mow that

dealt with the changes after A-day they

can get back to looking at how they can
service the members.”

Connally

opportune  period
enhance their internet capabilities. He
ponts out that consumer education
and confidence in the internet
surrcunding  security
significantly improved.

‘When the internet bank Egg first
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stories surrcunding them emailing

customer passwords in plain text, for
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Mevertheless, with n the

dentity theft

News on basis and the

Government trying its hardest to

underming confidence in personal data
handing, some f

5 remain

"‘Of course security is wvital,” says
Michael Payten, director of cli
services at Xafimity Claybro
important that applications are
cross-checked and many firms
employ

experts to carry out

ove that a

penetraticn testing to

product 15 secure as it can be”
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little opportunity for a hacker to breach

a system and make transactions or

ney from a pension scheme

to know that the site

but as a company you don't want the
stigma of being on the front pages one

vy for having all your employees

it to strangers - if
hits your bottom line if you're the
is up to firms to

wider. But it
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sort of level of

vish to adopt.”

Benefits

Fioneers in the Tiel

corporations - have highlighted the
ful

benefits  of
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internet use for their penszion schemeas
These include eventual scheme cost
reductions, improved communication
and member engagement.

JUT's Tullett has found that flexible
web  access  for members  has
particularly helped those trustess who
have had to communicate scheme
changes to their members,

"There are a lot of cur clients wha
have moved from final salary to CARE
ar fram final salary 1o DC and it gives
peaple the ability to go in and choose
the information they want to look at
rather than giving them a thirty page
booklet, " he says

He also points to the wse of
rmadelling anline, which does run the
risk of tempting members Lo think
short-term, but allows them to track
their pension savings in @ manner that
is mare tangible ta them and so
captures their interest

“The success of your cost saving is
quing 1o depend on what you have
initially provided in the first place with
your web offering,” says Connelly.

He warns thal costs are likely to go

up at first as a schema creates a new

channel through which to provide

infermation, te sit alongside other
ewisting ones, Phasing these other
ones out, such as phone calls ar paper
communication, or diminishing their
use, can be a long process

Cne of aguilaheywood's clients have
een & major reduction in phone call
queries  since  launching  their
interactive web service, thus freeing up
time and resources to concentrate on
offering further and better services lo
the members.

Connelly zlso believes that as
member's becorme more used to the
fact that they can check their pension
details onling, it will slot into their
web-surfing ‘routine’” much as they
access bank details and pay bills
online, becoming  almest  second

natura to them.

Education

Accarding to Tullett, the web is under-
utilized in the pensions education fisld.
He believes that accessing personal
details is only the tip of the iceberg,
suggesting that trustees can use the
nternet to educate scheme members
n warious areas. Short sections
explaining the effect that inflation, for
exarmple, will have on their benefits are
relatively simple to construct

‘Trustees have an opportunity to use
the web to educate and i1's cheaper to
put basic financial education on the
wih than an paper,” he says. "The web
only wiorks if you re-invent it, In order
to get walue you need to look at the
wider perspective.”

Connelly shares Tullett's opinion,
but warns that schemes have still to
ensure thal their communication
remaing appropriately tallored to their
waorkforce, emphasising the need to
make sure that your messages are
understood. The tool may be differant,

but that doesn't mean that the

thought put into the actual framing
ar E||'i|:l'l}dl:"l used in commurication
can be neglected.
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Operational advantages

Aside from helping the member,
significantly upgrading a scheme's web
capability can be of great benefit to the
general day-to-day running of a
pension plan, according Lo Xafinity
Claybrook's Payten,

He has found interest in scheme's
having a hosted service, allowing far
greater freedom for a scheme's
cperaticnal  abilities.  With  many
pensicn schemes gutsourcing their IT
to global corporations, they are
finding it hard to make swift
allerations when needed. "When
hosting an application the client
doesn't need to worry about hardware
or technalogy - that's all handled by
us which opens up an avenue of co-
sourcing,” explains Payten.

“For example, our sister company
Paymaster may have schemes that hit
pottlenecks with large redundancy
exercises or pericds of legislation
when they gel particularly busy and
they then want to get help on additional
areas and because it's a browser based
hosted systermn il's very sasy to get a
third party to take ower some of
the administration.”

"They can then focus far more on
the walue added side of their
administration - that is brought
about by the web’s ability to give you
that flexibility,”

This is a major attraction, he argues,
as until recently, if you had an in-house
administration set-up then it would be
a big upheaval to transfer it to
someane else. But with the new
seftware available, such a move is now
as easy as effectively giving a third
party administrator your LUniform
Resource Locator [URL| o access any
scheme data that is needed

It seems that the dreams providers
had for what the internet could do at
the turn of the century for accupational
pensicn schemes may well be soon
coming ta fruition




