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Chairman’s statement

“As an
independent
committee it's
very important
to hear
your views
and we'd
encourage
you to share
them with us”

Welcome to the first annual report from Aegon UK’s Independent
Governance Committee (IGC). I chair the IGC, which is looking carefully
at how we are ensuring that Aegon UK is delivering value for money
for the savings its customers are building up for their retirement through
their employer’s pension scheme. We are putting you, Aegon UK’s
customers, at the heart of all the IGC activities. If you are a member of
a workplace personal pension with Aegon UK, this report is for you.
Our report includes more about the IGC – why it was formed, who’s on it, what it does,
where we’re challenging Aegon UK and what impact we’re having. In this introduction,
I’ll highlight why our work is important to you and your employer.
Aegon UK is part of the global Aegon Group. Firms like Aegon UK who offer workplace
personal pensions are required to set up an IGC by the financial regulator, the Financial
Conduct Authority. The IGC is made up of three independent members and two from
Aegon UK. As Chair, I’m one of the independent members. We were appointed to make
sure collectively we have the right blend of skills from across the pension and customer
service industries to make judgements around value for money. The Aegon UK appointed
members bring insight into Aegon UK’s business model from a workplace and customer
perspective. All of this is essential to achieve the customer driven objectives of the IGC.
Since being formed in April 2015, we’ve been considering what value for money means
for members of workplace personal pensions and we believe it’s not just about the
charges you pay. There’s no single or simple definition - it means different things to
different people. That’s why we asked Aegon UK’s customers what they thought.
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This helped us to come up with our value for money principles, which we’ll keep
under review. You can read these in full in our report, but they include:
• a fair charge for services received
• valuable investment solutions
• quality benefits and services
• effective communication and engagement with customers
How do we believe Aegon UK is measuring up against these principles? From our first
year’s assessment, our overall conclusion is Aegon UK is already taking actions to deliver
improvements in value for money to its customers. In cutting charges for workplace
personal pension schemes, Aegon UK is going further than Government requirements –
something the IGC is particularly pleased to see. Aegon UK is also keen to move existing
customers to its more modern pension ‘platform’ which its new customers already benefit
from. Again, we welcome this as the new platform has a number of value for money
benefits including more interactive digital technology so you can easily keep track of your
pension’s performance and help you to plan for your retirement.
As an IGC it’s very important to hear your views and we’d encourage you to share
them with us. We’ve found the contact we’ve already had with Aegon UK’s customers
invaluable and we want to keep in touch so we can take your views into account. You
can provide your thoughts using the comment facility on our website aegon.co.uk/
about-aegon/independent-governance-committee/igc-terms-of-reference.html

“Aegon UK
is already
taking actions
to deliver
improvements
in value for
money”

Looking forward, we’ll continue to work with Aegon UK and challenge where necessary or
appropriate to ensure we continue to champion the position of the customer. We intend to
continue focusing on your interests to make sure you are receiving value for money.

Ian Pittaway
Chairman of Aegon UK’s
Independent Governance Committee
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1. Why we have Independent
Governance Committees and
the wider world of pensions
Saving in pensions is important to help us provide for our financial
futures. The State pension helps, but for most people, it’s just not
sufficient to provide a comfortable standard of living in retirement.

“Our job as
an IGC is to
make sure
Aegon UK is
looking after
your interests
by offering
you value
for money as
set out in our
principles”

The Government recognises this and has started to make sure every employer
‘automatically enrols’ their employees into a workplace pension scheme, meaning
millions of employees who didn’t previously have a pension through their employer
now do, or will do in the next couple of years. Your employer will deduct a contribution
from your pay; will add their own contribution and you’ll also get a contribution from the
Government, through tax relief. This is good news, but it also means many people might
find themselves in a pension scheme not having chosen their pension provider or choice
of investment funds. That’s why it’s important to have checks in place to make sure your
pension scheme is delivering value for money.
Employers, often with the help of an adviser, set up a pension scheme with a pension
provider. These providers must already operate to high standards to keep your money
safe. But following a review of the market by the Office of Fair Trading, the Government
and the financial regulator, the Financial Conduct Authority (FCA), wanted to offer
further protection. Providers of workplace personal pensions established IGCs to
strengthen member protection and the FCA took this forward from April 2015, setting
out in regulations the role of the IGC and the associated responsibilities of pension
providers like Aegon UK.
The Government also set up an Independent Project Board to look in more detail at
value for money across the industry. This Board reported back at the end of 2014 and
made recommendations for providers and their IGCs to consider. This included pension
providers setting out proposals in response to these recommendations and agreeing
a plan with their IGC. We’re pleased to report that Aegon UK is well advanced in
responding to these recommendations.
Our job as an IGC is to make sure Aegon UK is looking after your interests by offering
you value for money as set out in our principles.
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2. The IGC of Aegon UK
If you are reading this report, the chances are you have a pension with
Aegon UK. You may have purchased that yourself or you may be in a
scheme set up by your employer. This report and the work of the IGC is
about workplace personal pensions – so if you took out your pension
on your own rather than through your employer, this report doesn’t
directly relate to your pension.
Aegon UK is part of the international Aegon group which provides life insurance,
pensions and asset management in over 20 countries around the world. The Group
serves millions of customers worldwide and has approximately £540 billion assets
under management. The UK business has been in operation since 1831 and today
has around two million customers.

£19.8bn

The IGC is working constructively with Aegon UK, challenging it to keep focussing on
how best to deliver value for money to workplace personal pension members. You
can read our Terms of Reference, which sets out formally what we’re required to do,
here: aegon.co.uk/about-aegon/independent-governance-committee/igc-terms-ofreference.html

1,221,000

Importantly, we will make recommendations to Aegon UK’s Board about any actions we
believe Aegon UK needs to take to make sure it delivers value for money. Aegon UK has
made it clear to us that it is committed to considering any recommendations we make.
We have met on several occasions with the full Aegon UK board.

605,000

In line with what the financial services regulator, the FCA, expects, the IGC has a
majority of three independent members, including an independent Chair. We also have
two members from Aegon UK who provide important insights into Aegon UK’s business
and allow us to make more informed recommendations. The Aegon UK members must
act in the interests of members whenever engaged in IGC activity.

of workplace scheme member
assets

workplace personal pension
customers

active members of workplace
personal pension schemes
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Ian Pittaway
Senior Partner at Sacker & Partners
(Independent Chair)

“Our job is to
encourage Aegon UK
to continue improving
member outcomes”

Colin Richardson
Client Director of PTL
(Independent Member)

“I’m pleased to
see Aegon UK is
investing in its member
communications
and developing
interactive tools”

Jo Causon
Chief Executive of the Institute of Customer
Service (Independent Member)

“I want to ensure
the policyholder
experience is
convenient for them,
easy to use and
clearly communicated”
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Angela Seymour-Jackson
Managing Director, Workplace Solutions
(Aegon UK member)

“Our IGC is bringing
a fresh perspective
and constructive
challenge”

Stephen Crosbie
Commercial Marketing Director
(Aegon UK member)

“Working with our
independent members
is strengthening our
customer focus”

You can read more about our IGC members and their experience in Appendix 1.
Together, we believe we have the right blend of skills and experience from across
the pension and customer service industries to carry out our IGC role. This includes
legal, pension scheme governance, actuarial and customer service expertise
from the independent members. In addition, our independent members meet the
standards of independence the regulator expects and we’ll keep checking we retain
this independence. Our skills, expertise and the independence of our non-Aegon
UK members allow us to make judgements on the value for money for Aegon UK’s
workplace personal pension scheme members. We’ll look after your interests by
understanding the developments that Aegon UK makes to its products and services and
challenging when necessary to ensure it continually focuses on understanding customer
needs and provides value for money.
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3. We'd like to hear from you
We believe it’s vitally important to hear from you as customers of
Aegon UK, and also from employers and advisers, to understand your
thoughts on the value for money of Aegon UK’s workplace pensions.
We have put arrangements in place to ensure that you can give your
views direct to the IGC.

How to contact
the IGC
Email us:

igc@aegon.co.uk

The IGC has put in place a simple way for you to contact us directly to give us your
views on Aegon UK’s value for money. You'll find this in the IGC section of the Aegon UK
website. We’ll review the comments we receive and reflect these in our work. If you have
a particular question about your policy, rather than a comment on how Aegon UK is
delivering value for money, then you should continue to contact Aegon UK direct.
We’ve also met with the pension scheme governance committees of two major
employers which have their pension schemes with Aegon UK and also one of the
UK’s leading pension scheme adviser firms which constantly assesses and compares
pension providers such as Aegon UK. Again, this was to make sure we hear direct from
a range of people who interact and have contact with Aegon UK. We’ll be arranging
further meetings like this in future so we can regularly assess whether the Aegon UK
offerings provide value for money.
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4. What is value for money?
Value for money will mean different things to different people
and there is no simple definition. The regulators like the FCA have
deliberately not sought to define this. In all walks of life, you will
have views on just how good the value for money you receive is.
Our priority will be to make sure all products and services you receive
from Aegon UK meet the benchmarks we’ve set for value for money
as set out in our principles.
Pension schemes can have very different membership profiles, contribution levels and
design features. All of this means rather than trying to have a single simple statement
of value for money, we decided it was better to develop a set of principles covering all
aspects. We can then apply these to different situations.
For example, you may have a large fund, but someone else may have a very small
fund. If you are both being charged the same percentage of fund each year, that may
be excellent value for a small fund holder but less good for a large fund holder. Some
individuals may change their employer and leave behind a small fund, sometimes as
low as a few hundred pounds. We’ll be discussing with Aegon UK what value for money
means to customers in this situation and have asked them to give careful consideration
to their policy on small funds and to share their proposals with us so we can determine
whether we believe those customers are receiving value for money.

Fees/Charges

Return on Investment

Level of Risk

Online Access

Fund Choice

Communication

Ease of being able to contact

Rewarding Loyalty

Trust

Flexible options

Importance to customers & consumers when considering value for money

71%

55%

33%

33%

26%

20%

18%

17%

17%

17%

“When we
developed
our value
for money
principles,
we specifically
asked for
and took
into account
customer
views”

Total number of respondents – 992

Customer research
When we developed our value for money principles, we specifically asked for and
took into account customer views. The IGC carried out research amongst Aegon UK
customers and also amongst broader consumers to ask what they regarded as key
to value for money. The findings showed that as well as looking for low charges and
good returns on their investments, customers want a range of funds which give them
a choice over how much risk to take, and they want to be able to keep track of how
their retirement savings are doing. Customers also value how providers interact and
communicate with them. We have reflected this in our principles, which we’ll keep under
review. In section 5, we set out how we are judging Aegon UK on whether it’s meeting
these principles.
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The value for money principles we measure Aegon UK against
Fair charge for services received
1. The total charge customers pay while with Aegon UK represents good value
against the nature and quality of benefits and services received.
2. C
 ustomers will receive value for money but will not all receive identical services
nor will they all have identical charges. The pooling nature of insurance and
pensions mean cross subsidies exist and are often required for practical, market
or legislative reasons.

Valuable investment solutions
3. C
 ustomers are offered a range of investment solutions which are governed and
monitored appropriately.
4. D
 efault funds and investment strategies will be actively monitored with changes
made where necessary to ensure their characteristics and net performance
continue to be aligned with the interests of relevant customers.
5. F
 und transaction costs will be monitored to ensure they represent good value.

Quality benefits and services
6. Benefits and services are developed in response to customer needs
and demands.
7. C
 ustomer service and interactions are timely, accurate and customer focused.

Communication and engagement with customers
8. C
 ommunications to customers are clear and straightforward, avoiding jargon,
and designed to ensure customers understand the benefits they are receiving
for the charges they pay.
9. Communications and supporting tools encourage customers to engage with
their pension and support key decisions (e.g. investment decisions, retirement
transition) to improve customer outcomes.
10. C
 hanges, whether internal or external, which significantly affect customers
are communicated in a clear and timely manner.

References to ‘customers’ refer to groups of similar customers rather than to individuals,
and cover those within the scope of the IGC remit, namely relevant members of Defined
Contribution workplace personal pension schemes.
Our job as an IGC is to make sure Aegon UK is looking after your interests by offering
you value for money as set out in our principles.
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5. Challenging Aegon UK to meet
the value for money principles
To help us regularly assess how well Aegon UK is doing against
those principles, we’ve agreed what information we want to receive
on a regular basis. We call this our value for money dashboard. We
will no doubt adjust what we ask for as our work continues, but have
summarised here the sorts of information we currently review under each
of the broader value for money headings in our principles to ensure we
have enough information to challenge Aegon UK if necessary.
Fair charge for services received
We receive progress updates on Aegon UK’s
key initiatives to deliver value for money. These
include moving customers on to its modern
digital platform and also how it’s meeting the
new Government restrictions on charges. We
challenge Aegon UK on these timetables to
ensure that they are being met. This chart shows
how a sample of Aegon UK's customers rates
satisfaction with their fees and charges.

Total number of
respondents – 283
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Valuable investment solutions
We receive detailed information on the range of investment funds offered and the
circumstances under which the range might be changed including when funds might
be withdrawn.
Where funds can be used as defaults (see section on investments), we receive
additional information on how these are selected and designed to meet the needs
of customers generally and we also get updates on how Aegon UK reviews fund
performance and the features of different funds; for example, their risk profiles. We are
particularly interested in how default investment funds are designed and explained to
members and how other funds are selected or removed from Aegon UK’s range.

Quality benefits and services
We receive feedback from Aegon UK’s customer and consumer panel. We also review
information on customer calls, times to deliver key processes, service levels, complaints
data and administration systems performance.

Communication and engagement with customers
Aegon UK shares with us Net Promoter Scores, which are measures used by many
organisations globally, to provide insight into the relationship between Aegon UK and
its customers and their views on and loyalty to Aegon UK.
We also receive feedback from the Customer and Consumer Panels used by Aegon UK
as a key source of customer and consumer insight. This includes polls, surveys, forums
and live customer feedback sessions, where ideas can be tested in real time.
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6. Is Aegon UK delivering
value for money?
In our first year of operation, we’ve focussed on two key areas:
• Reviewing and challenging the plans Aegon UK has to address
industry-wide value for money concerns
• Developing our own value for money principles (which are set out in
section 4 above), designed around specific customer feedback that
we requested, and assessing Aegon UK’s current performance as
well as future plans against these
We have discussed Aegon UK’s plans in full and agree that these are
appropriate approaches to deliver value for money for its customers.
Existing Aegon UK plans

“We asked
for detailed
information...
including
comprehensive
information
on charges”
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Before our formation, Aegon UK was already taking forward two key initiatives,
which it believes will deliver improved value for money. These initiatives make
sure its workplace pension schemes are meeting, and indeed often exceeding,
new Government and regulatory requirements to limit the amount that members of
workplace pension schemes are charged, while also removing more complex charging
structures. Aegon refers to this as the Review of Workplace Pensions (RWP). It is also
moving the administration of customers’ policies to a more modern system or ‘digital
platform’ with lower or simpler charges and better interactive features.
We asked for information on these initiatives and held detailed discussions with
Aegon UK, challenging it to explain exactly how it will deliver value for money. This
has included requests for comprehensive information on charges, which Aegon UK has
provided. We also asked Aegon UK to show us what other options it had considered
and why it had settled on their current plans. We are pleased that Aegon UK has been
very open with us and has provided us with evidence which shows the care it has taken
and the options it considered before arriving at final plans. Alternatives considered and
rejected included making changes to existing systems, but these would not have offered
the benefits of a more modern digital platform. On the basis of these discussions and
evidence, we confirmed to Aegon UK’s Board that we supported its plans and agreed
them as an appropriate method of delivering value for money, addressing the broader
industry recommendations of the Independent Project Board we refer to in section 1.

Exceeding government and regulatory requirements
With the Government now requiring employers to ‘automatically enrol’ their employees
into a workplace pension, there are new requirements for these schemes. These
introduce upper limits on charges and other restrictions in the way that pension
providers can charge their customers.
This means typically you will not be charged more than 0.75% of your fund value each
year, or £7.50 per £1000 of fund. You may be charged more if you’ve actively chosen
a more expensive investment fund. More complex charging structures are also being
stopped, as are payments of commission to advisers. These changes are being made
when employers start automatic enrolment, with larger schemes already changed.

“We are
particularly
pleased that
Aegon UK has
gone further
than what is
required by
regulations”

Aegon UK has thousands of schemes and we can see it is making a significant
investment in making sure members of all such schemes benefit from the charge cap
and other simplifications. We are particularly pleased that Aegon UK has gone further
than what is required by regulations, for example by applying the charge restrictions
to all members who are paying contributions, and not just to those in its default funds,
although charges may be higher if customers explicitly choose to invest in certain funds,
for example in specialist fields or with more costly features.
Aegon UK is also transferring existing funds across into the lower charging funds which
is beyond Government requirements. In addition, Aegon UK is not applying any charges
on transferring funds and there are no exit charges under the new charging approaches.
We believe these changes are in line with our value for money principles. We challenged
Aegon UK to consider if it could be making the enhancements more quickly. We’ve
concluded that Aegon UK is right to prioritise schemes in line with when the employer
starts automatic enrolment, as doing otherwise would risk some schemes not meeting
the Government deadlines which would mean employees would lose out. We have
concluded also that Aegon UK has invested to make these enhancements as quickly
as is practical.
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Upgrading customers to a modern digital platform
Aegon UK has told us that it is determined to move as many as possible of its existing
customers' policies into more modern products run on its latest technology, to give those
customers the same benefits as new customers receive. The new ‘platform’ offers a
range of benefits that have been specifically designed around the customer for a better
experience, including:
• Providing customers with modern pension solutions, that offer flexibility
and put the customer in control
• Clearer communications and better customer interaction
• Providing products which have simpler and more transparent charges

“We'll
encourage
Aegon UK
to see if it
can upgrade
customers'
policies faster”

IGC policies in scope
500,000

400,000

300,000

200,000

100,000

0

Excluded

RWP
complete

RWP
outstanding

Upgrade
complete

Upgrade
outstanding

Independent comment received by the IGC regarding this ‘platform’ have been positive
and the IGC welcomes the investment Aegon UK has made in continuing to develop this.
When Aegon UK is upgrading customers, we understand it looks carefully to ensure
the charges the member will be subject to after upgrade are at least as good value
as under their previous contract. This means different groups of customers need to be
considered in different ways.
As we explained in section 4, in our view, value for money principles need to look beyond
charges. They also include offering appropriate investment solutions, good quality
benefits and services and communicating and engaging effectively with customers.
In addition to benefitting from a lower and / or simpler charge, customers upgraded to
Aegon UK’s new platform are being offered a range of investment funds which Aegon
UK has demonstrated to us are subject to a robust governance process. Customers
will have easier access to material to help understand their retirement options and
will be able to undertake a range of transactions online. They will also benefit from
digital communication and interactive tools. For these reasons, we believe Aegon UK’s
platform is in line with our value for money principles. A key focus of our ongoing work
will be to look at this in more detail and we’ll also encourage Aegon UK to see if it can
upgrade customers faster, without risking any customer losing out. A robust timetable
for Upgrade has been shared with us and we will actively monitor this going forward.
We are pleased to note that Aegon UK is focused not just on offering new customers its
new technology but is also recognising its existing long-standing customers. Rewarding
loyalty is one aspect of value for money which our research indicates customers look for.
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Members who left workplace pensions before the limit on pension
charges came into effect
We’ve also been looking at customers who were once contributing to workplace personal
pension schemes, but who stopped paying in before the limit on charges was introduced
by the Government. We want to see if they are receiving value for money. Aegon UK plans
to offer the majority of these customers an upgrade to its digital platform which we believe
delivers value for money. We’ll be looking at this with Aegon UK in more detail in the future.

Customers invested in With Profits funds
There are some customers who have investments in one of Aegon UK’s With Profits
funds, which are no longer available to new customers. These funds offer customers
valuable guarantees. Some receive a minimum guaranteed return of 4% each year
provided they stay until their originally planned retirement age. We consider that this
represents good value for money in today’s investment climate. Aegon UK wants to
make sure its customers don’t lose these valuable guarantees, so we understand why it
won’t be moving them to its new platform.
Aegon UK’s With Profits funds are looked after by the Aegon UK Board and also by the
Scottish Equitable Policyholders Trust, which has a specific duty to ensure with profits
policyholders are treated fairly. We note the valuable guarantees members benefit
from within these funds. We agree losing these guarantees would not usually be in the
interest of members and therefore support Aegon UK’s decision to leave these members
where they are. However, we will continue to take an interest in any actions Aegon UK
may consider for this group in future.

Aegon UK’s investment funds

“We've also
been looking
at customers
who were once
contributing
but who
stopped before
the limit on
charges was
introduced”

It’s important that your pension contributions are invested to give you a good investment
return taking into account the type of investments selected and the financial markets.
Aegon UK, like other pension providers, allows you to choose for your contributions to be
invested in one of a range of funds, all run by professional fund managers. These funds
receive contributions from many schemes and their members meaning the costs for you
are lower than if you were buying the underlying investments directly as an individual.
Whenever a scheme is used for automatic enrolment, it must have a fund which members
will be invested in by ‘default’, if they don’t make an active choice to invest elsewhere.
These funds are called default funds. It’s important that providers design and run these
with their customers in mind, with clear aims and objectives. We asked Aegon UK to
explain how is goes about designing its default funds. It explained that all default funds
are designed to suit investors that do not make a decision about their investment fund
and aim to grow savings by more than inflation over the longer term. Aegon UK offers a
number of funds that can be used as defaults with a common set of principles for each:
• The investment mix of the fund should be appropriate to achieving above inflation
long term growth
• The fund should diversify risk by investing in more than one market or a number
of different asset classes
• The fund charge should offer fair value for the technique followed and types
of investments held
• The fund should have a target outcome and automatically adjust the underlying
investments as the expected retirement year approaches so that they are suited
to the outcome
• There should be sufficient choice of default funds to meet the needs of different
pension scheme populations
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Aegon UK also showed us how it reviews these funds regularly.
In April 2015, the Chancellor introduced significant changes to pensions. These allow
customers to access their pensions exactly as they wish from as early as age 55.
Aegon UK has explained to us why it is reviewing its default funds so that savers are
more likely to be in an appropriate fund whatever they plan to do to with their pension
– buy an annuity, draw down regular income or take the full fund in one or more cash
payments. We’ll continue to take a close interest in this review process. Based on
discussions and evidence so far, we are satisfied Aegon UK meets the IGC requirements
around default funds and is considering carefully their design and continuing suitability.

“We'll be
asking
Aegon UK to
demonstrate
it is regularly
reviewing
these funds”

Whether a fund is a default fund or one that customers can select for themselves,
it’s important that the pension scheme provider keeps these funds and how they’re
preforming under review. Aegon UK has explained to us how it does this through its
Management Investment Committee supported by external, independent, advice. We
have asked to attend a forthcoming MIC meeting to see first hand how the governance
process actually works.

Investment fund transaction costs
IGCs have a responsibility to review the level of costs fund managers incur when
buying and selling stocks and shares within pension funds, again to make sure these
are offering you value for money. This is a new requirement and the Government
and the financial services regulator, the FCA, are still working on a standard way
of calculating these costs. The IGC has requested that Aegon UK provides as much
data as it can on this. European regulators are also considering this issue. However,
we accept that across the industry, data from managers of pension funds is not yet
complete. For this year’s report, we’re not able to reach any conclusions although
having seen some investigative work Aegon UK has carried out to date, we have no
specific causes for concern. We are hopeful that a standard approach to calculation
is agreed upon soon and that data will then be available to allow us to report more
fully on this in our next annual report. In the meantime, we have asked for further
information on these types of costs so we can be sure the funds Aegon UK is selecting
are offering value for money. We have engaged in discussions with some organisations
planning to benchmark transaction costs to see if their services will help us identify
that the transaction costs for funds offered by Aegon UK are reasonable.

Some examples of what else Aegon UK is doing
One challenge which all pension providers faced 12 months ago was responding to the
new pension freedoms which allow customers in ‘defined contribution’ pensions complete
freedom to access their pension funds how they choose from age 55. Across the pensions
industry, this led to a big increase in customers considering accessing their pensions.
We asked Aegon UK to share with us the planning it undertook to be able to offer its
customers these freedoms and how it delivered them. This was evidenced in data it
provided to its regulator. This demonstrates a strong desire on Aegon UK’s part to offer
customers access to options which were not part of their original contract. In addition,
Aegon UK provided detailed information on call handling and service levels that gave
us insight into how it performed during a challenging time for the pensions industry. We
see this as an indicator of an organisation that is responding to customer needs and
demands – one of our value for money principles.
We also asked Aegon UK to provide information confirming that core pension scheme
financial transactions and processes, such as investment of contributions and switches
between investments, are completed promptly and accurately.
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Communications
Aegon UK has shared with us its activity around improving key customer communications.
We welcome this focus and agree that by investing in its digital platform, Aegon UK has
an opportunity to be helpful and engaging in its communications with customers, but we
also recognise the importance of engaging with you in a way that suits you.
One particularly strong improvement is to the information packs customers receive
when they are approaching retirement. Aegon UK has made its packs far shorter
and clearer. It sends personalised packs to customers as they approach their chosen
retirement date. These inform them of the main retirement income options available,
and how to get help taking this important decision.

Your Retirement Planner
Aegon UK developed the Your Retirement Planner website and interactive tools to help
customers through their various retirement income choices. Designed to complement
the Government’s Pension Wise service, the service provides an interactive income
planning tool which customers can use to find out what their various retirement options
are. We asked Aegon UK to share with us the extensive research it carried out with
customers to make sure this worked for them. Again, this evidences in our view that
Aegon UK is striving to design products and services that customers value.

“Rewarding
loyalty is
one aspect
of value for
money which
our research
indicates
customers
look for”
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7. Looking ahead
A key focus for us going forward will be to review how well Aegon UK
is doing for its customers against our value for money principles. We’ll
be looking in more detail at the information Aegon UK provides through
the value for money dashboard and challenging in areas where we
think there is scope for improvement.

“While
pensions are
far different
from other
products and
services, and
importantly
operate
within charge
restrictions,
we’re keen
to learn from
how customers
define value
for money in
wider walks
of life”
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We’ll also be comparing our approach with that being taken by IGCs for other providers.
We’ll want to see how we and Aegon UK are comparing with others in the industry and
our independent IGC members are playing a leading role in IGC discussion forums to
develop best practice in this area. We’re also interested to consider what customers see
as value for money in other industries to see what we can learn from that with regard to
workplace personal pensions. While pensions are far different from other products and
services, and importantly operate within charge restrictions, we’re keen to learn from
how customers define value for money in wider walks of life.
We’ll continue to value customer feedback and will be actively encouraging customers
to give us their thoughts, which we’ll consider carefully in our ongoing work. We’ll also
continue to meet with other employers and advisers who use Aegon UK for pension
schemes.
We’ll look at the treatment of those customers with particularly small funds and,
specifically, the different ways of making sure these customers receive value for money.
We have asked Aegon UK to consider this and to discuss possible solutions with us.
While we hope we will shortly receive rules or guidance from the Government and the
FCA, we continue to request and review information on investment transaction costs, to
ensure the investment funds Aegon UK is offering provide value for money. We want to
make concrete progress on this, with firm conclusions, in our next annual report.
Once Aegon UK has concluded its review of default fund options, we’ll be examining
what it intends to do to ensure that savers are in an appropriate fund, whatever they
may choose to do with their pension savings.

8. Conclusion
We are able to report in this, our first annual report, that Aegon UK
is making good progress to address industry-wide value for money
concerns. It was good to see that, even before the IGC was formed,
Aegon UK had started the major programmes of work we’ve described
in this report.
We have had very constructive discussions with Aegon UK to assess these against our
value for money principles and are satisfied they are in line with what we expect. We
have challenged Aegon UK on various topics and have been gratified to receive full and
open responses and clear evidence of customer facing decision making. As a result , we
have had no need to formally raise any concerns with Aegon UK's Board or the FCA but
will do so in future if needed should circumstances or the assumptions underpinning this
report change.
With the IGC only having existed since April 2015, much more needs to be done in the
coming months and years to ensure you, Aegon UK’s customers, remain on track to
receive value for money. We will be working hard to assist this process and will report
each year to you.
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Appendix 1
Aegon UK’s IGC members
Aegon UK’s IGC is chaired by Independent Trustee Limited, a wholly owned subsidiary
of Sacker and Partners LLP, acting through Ian Pittaway as its nominated representative.
Including the Chair, it is made up of five members; three independent members and two
Aegon UK appointed members.
Independent chairman:
Ian Pittaway, Senior Partner at Sacker and Partners LLP, nominated representative of
Independent Trustee Limited. Ian acts for a number of pension schemes as legal advisor
and has gained extensive pensions law experience on a wide range of issues. This
includes acting as an arbitrator and as an expert witness in court proceedings.
Ian is Chairman of his firm’s independent trustee company and is chairman of trustees
or independent trustee of a number of pension schemes. As independent chairman or
trustee of several pension funds, he has gained a good appreciation of the issues faced
by trustee boards from a client perspective. He is also Chairman of the Association of
Professional Pension Trustees (APPT).
Ian is a former Chairman and Secretary of the Association of Pension Lawyers. He writes
extensively for the pensions and national press, and lectures widely.
Independent member:
Jo Causon, CEO of the Institute of Customer Service. Jo brings with her a wealth of
customer service experience from both commercial and not for profit organisations which
extend beyond financial services. She has been the CEO of the Institute of Customer
Service since 2009 which has enabled her to put customer service at the heart of
business activities. She demonstrated this by launching the UK Customer Satisfaction
Awards in 2011. Jo therefore brings a broad customer view to the IGC.
Independent member:
Colin Richardson, Client Director of Pitmans Trustees Ltd (PTL), nominated
representative of PTL. Colin is an actuary with more than 25 years of experience
in pensions consultancy, providing trustee and corporate advisory services. Colin
undertakes pensions governance on a full-time basis. As well as independent pension
trustee appointments, Colin sits on BlackRock’s IGC and on the PTL Governance
Advisory Arrangement, which offers an alternative to an IGC for smaller providers
running workplace personal pension schemes. Colin also acts on behalf of PTL as
Trustee for a number of Master Trust pension arrangements.
Aegon UK member:
Angela Seymour-Jackson, Managing Director of Aegon UK’s Workplace Solutions.
Angela joined Aegon UK in May 2012 and took up the position of Managing Director,
Workplace Solutions on 1st December 2012. Angela has responsibility for Aegon UK’s
strategic adviser and employer relationships and delivery of Aegon UK’s workplace plans.
Angela was previously CEO of RAC Motoring Services and prior to this she worked at
Aviva where she was Distribution Director, Life and Pensions UK, and Director of the
Consumer and partnership businesses in Aviva General Insurance UK. Angela is also
a Non-Executive Director at Rentokil Initial, Henderson Global Investors and esure.
Aegon UK member:
Stephen Crosbie, Aegon UK’s Commercial Marketing Director. Stephen has more than
20 years’ experience of designing and maintaining pension propositions for leading
insurance providers. He has been at the forefront of the design of Aegon UK’s current
pension propositions, focusing on engagement to improve customer outcomes.
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Experience and expertise
We have concluded that, through initial and ongoing assessment of our individual
experience and expertise, we collectively have sufficient expertise, experience and
independence to act in relevant policyholders’ interests.

Independence
The independent members of Aegon UK’s IGC fulfil the FCA requirements to be
demonstrably independent of Aegon UK. None are, or ever have been employees of
Aegon UK or of a company within the Aegon group. None are or have been paid by
them for any role other than as an IGC member. They have never had any material
business relationship with any company within the Aegon group.
The corporate members, Independent Trustee Limited and Pitmans Trustees Limited,
do not have any actual or potential conflicts of interest and neither do their nominated
representatives.
In the interests of transparency, we should highlight that the Chair of the IGC,
Independent Trustee Limited, is a wholly owned subsidiary of Sacker and Partners LLP
which is appointed as conflict adviser to the Trustees of the BP Pension Fund. BP is also
a pension scheme client of Aegon UK. In the opinion of Independent Trustee Limited and
the IGC, no conflict arises between Sacker and Partners LLP’s relationship with BP and
Independent Trustee Limited’s role as the Chair of Aegon UK’s IGC.
The individual member, Jo Causon, considers herself to be independent in character
and judgement.
The IGC can therefore confirm that it meets the independence requirement, taking into
account the relevant Financial Conduct Authority guidance.
Aegon UK has confirmed it also regards its independent IGC members as meeting the
independence requirements and will continue to review this, taking appropriate action
if it considers that they are not.
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Appendix 2
Consumer research and feedback
The IGC specifically requested consumer feedback in developing its value for money
principles and Aegon UK carried out research to test views and perceptions of value
for money. Aegon UK used its existing customer and consumer research panels for
this purpose. The former consists of Aegon UK customers while the latter consists of
consumers who do not have a relationship with Aegon UK.
The majority of the questions were based on a net promoter score (NPS) approach,
allowing customers to rate importance and satisfaction with certain aspects of the
service given by their provider on a scale of 0-10.

Research Questions
Q1 Using a scale of 0-10 where 10 is completely satisfied and 0 is completely
dissatisfied, what score would you give ‘value for money’ of your pension company?
Q2 What are the things you think about when you are evaluating the value for money
of your pension provider?
Q3 Which of the following do you consider most important to you when assessing the
value for money of your pension provider?
• Fees/Charges
• Fund Choice
• Level of Risk
• Ability to view and manage
your pension online
• Communication from
your pension provider
• Brand strength/credibility
• Rewarding loyalty
• Quality of annual
statement
• Ease of being able to
contact my pension provider
when required

• Speed of response
to queries

• Return on Investment

• Knowledge and
professionalism of
employees

• Flexibility of scheme

• My pension provider treats
me as an individual

• Access to goal planner/
self-help tool for retirement
planning

• Access to expert
knowledge
• Flexibility of post
retirement options
• Governance of my scheme
– (how well is my scheme
managed)

• Range of products available
• Trust

• Access to regulated advice
if required
• My pension provider is
socially responsible
• Other (please specify)
• Don’t know

Q4 Now, thinking about the same list, please tell us how satisfied you are with your
current pension provider on each of these attributes. Please score these between
0-10, where 10 is completely satisfied and 0 is completely dissatisfied (list as above)
Q5 D
 o you know the charges that you currently pay for your pension to be managed?
Q6 Thank you for your feedback. If you have any additional comments regarding value
for money, please use the box below
Thank you for completing the survey.
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Summary of responses
We received a total of 992 responses from Aegon UK’s research.
Response levels and age banding across the Aegon UK customer and consumer panels
are similar, although there were a limited number of younger participants with 40% of
the combined sample being 55+. This is likely to skew the results in favour of those who
are near retirement or already in retirement.
The top five areas of importance were identical across all groups with fees / charges
and return on investment being most important when considering value for money.

Conclusions
The main aspects that people look at when considering value for money are charges /
fees and return on investment. It was apparent that people do not feel there is enough
transparency across these two areas and therefore, there is a negative perception of
value for money when thinking about pensions more generally.
More positive scores were seen across three of the top five importance indicators; level
of risk, fund choice and online access.
There were positive comments around defined benefits schemes, where the employer
promises a set amount of pension, which suggests people value a guaranteed form of
income in their retirement.
The IGC concluded from the research results that customers’ views on value for money
can be harmed if there is lack of transparency or poor communication around charges,
fund performance and how current affairs are impacting investment growth. This is why
we included clarity and communications in our value for money principles.
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“As an independent
committee it's very
important to hear
your views and we'd
encourage you to share
them with us”
We’d like to hear from you
Email us: igc@aegon.co.uk

