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TRANSFERRING
RETIREMENT SAVINGS

Retirement Solutions

A step-by-step guide

royallondon.com

INTRODUCTION
You may already be providing a service to
help members transfer their retirement
savings.
This could be through your direct offer service
or your advised transfer process. Alternatively, you
might want us to manage the transfer process for
you.
This guide tells you how we’ll support you
with your transfer service as well as what
our direct offer service looks like.
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THE JOURNEY
SO FAR
As part of designing your client’s
scheme, you might also want to consider
transferring the retirement savings
members have built up in the previous
scheme to the new scheme with Royal
London.

What do I need to do?
	The first thing you need to decide is
whether you’ll offer your own transfer
service with or without advice, or if
you’d like us to manage the transfer
process for you.
You’ll also need to decide:
• How you’ll be paid.
• Whether you’d like completed
transfer forms to be sent direct
to you or direct to us.
How will you help me?
	Whether you’re providing the transfer
service yourself or you’re using our
simple service, we’ll support you at
every step of the transfer process.
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GOALS AND
CHALLENGES
Goals for you and your clients

Challenges for you and your clients

• Clear and simple communications.

• Provider forms can be complicated.

• A simple, efficient transfer process.

• Lack of understanding amongst members,
resulting in lots of queries.

• Know what’s happening and when.
• Get data quickly and easily.
• Offer a service that employers and/or
members see as value for money.
• Meet your own compliance requirements.

• Understanding the process and where to go
for more information.
• Administration burden of knowing what to
do and when.
• Poor service and delays from the previous
pension provider.
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GOALS AND
CHALLENGES
Goals for members

Challenges for members

• Communications that make it easy
to make a decision.

• Provider forms can be complicated.

• A simple transfer process that’s easy
to follow.
• Being kept informed at key stages
of the process.
• Having less pension communications
to read and keep for their records, if
it’s in their best interests to transfer.
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• Little pensions knowledge.
• Fear of moving their money.
• Keeping track of their retirement savings.

YOUR DIRECT
OFFER SERVICE
Here’s an outline of some of the steps you might be carrying out as part of your
service and when they might be completed by.

1. COLLECT INFORMATION

(Once you’ve agreed scheme terms with your Royal London sales consultant)
Collect certain information about the previous scheme.

2. MAKE MEMBERS AWARE

(Before the Royal London plan has been set up)
Communicate the option to transfer to members of the previous scheme.

3. MAKE THE OFFER

(Once the Royal London plan has been set up)
Produce and issue direct offer packs to members.

4. COLLECT REQUESTS FROM MEMBERS
(During the offer period)

Collect completed transfer forms and answer member queries.

5. RETURN TRANSFER FORMS
(Once the offer period has closed)

Send the completed forms to us so we can request the transfers.
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1. COLLECT
INFORMATION
You’ll need to collect certain information about the previous scheme to make sure
transferring is in members’ best interests.
When
Once you’ve agreed scheme terms with your Royal London sales consultant.
What you need to do
You’ll need to collect certain information about the previous scheme to make sure members won’t
lose any valuable benefits by transferring to Royal London. Some of the things you might want to
check for are:
• Exit charges.
• Guaranteed annuity rates.
• Loyalty bonus.
• Differences in the annual management charge (AMC).
You might also want to carry out detailed checks on members’ individual plans to make sure they
won’t lose any features that won’t be replaced if they transfer to Royal London. For example, any
benefits specific to With Profits funds.
How we’ll support you
We’ll provide you with a summary of all the features and charges that apply to the Royal London
scheme which you can use to help with your scheme comparison or suitability report.
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2. MAKE
MEMBERS AWARE
Once you’ve collected certain information about the previous scheme, you might want
to issue communications to members telling them about their options.
When
Before the Royal London plan has been set up.
What you need to do
You might want to issue communications to tell members about their option to transfer their
retirement savings to their new plan with Royal London.
How we’ll support you
We’ll appoint a dedicated implementation manager who will provide you with material
to help you raise awareness such as:
• A member factsheet.
• An awareness article.
• Access to a pension website designed to give members more information about the
Royal London plan.
They’ll work with you to agree your communication strategy so you can communicate with
members in an engaging and informative way. This will ensure that they understand what’s
happening and why, reducing the potential for queries.
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3. MAKE THE
OFFER
You’ll need to collect information about existing members so you can produce the
direct offer pack.
When
Once the Royal London plan has been set up.
What you need to do
You’ll need to identify which members of your client’s previous scheme you’ll be making the
direct offer to then collect some key information about these members (including current fund
and transfer values) so you can produce the direct offer pack.
How we’ll support you
We’ll agree the data requirements for existing members as part of the implementation process.
Your dedicated implementation manager will provide you with a Data guide which will help
you and your client understand the data we need and when we need it.
They’ll also provide you with consolidated data templates so all the information we need will
be collected upfront, saving you and your client time and effort.
Once we have the information we need, we’ll provide you with personalised illustrations and
a simple pre-filled transfer form to include in your pack.
We can provide you with an optional pre-paid envelope to include in your pack. We won’t include
a pre-paid envelope if there’s an adviser charge or your own compliance requirements mean the
completed transfer forms should be sent to you.
We can also provide you with a template version of our direct offer pack which may help you
produce your own material. We’ll only provide one copy of our template; you’ll still need to
produce a pack for each member and ensure that it meets your own compliance requirements.

10

4. COLLECT REQUESTS
FROM MEMBERS
As well as collecting requests from members, it’s likely you’ll have a number of other
tasks to complete during the offer period.
When
During the offer period.
What you need to do
The tasks you need to complete during the offer period could include:
• Collecting forms from members and making sure they’re completed accurately.
• Answering member queries.
• Sending reminders to members who haven’t returned their transfer form.
How we’ll support you
We’ll help you by providing a pre-filled transfer form which requires minimal information from
members. All they have to do is sign and date the form, reducing the potential for errors.
You might want the forms to be sent to you or, depending on what was agreed upfront with
your implementation manager, you might want the forms to be sent direct to us. If you want
the completed forms to be sent direct to us, we’ll help you by providing a pre-paid envelope for
members to use.
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5. RETURN
TRANSFER FORMS
You’ll need to send the completed transfer forms to us so we can request the transfers
from the previous pension provider.
When
Once the offer period has closed.
What you need to do
You’ll need to send the completed transfer forms to us so we can request the transfers from
the previous pension provider. You may also want to make sure your client is kept up-to-date,
so they understand how long the process will take and when the transfers are likely to be added
to members’ plans.
How we’ll support you
We’ll request the transfers from the previous provider once the offer period has closed and when
we have all the information we need. We’ll request the transfers as a ‘block transfer’ to ensure that
members don’t lose their entitlement to protected benefits such as protected tax-free cash or
protected retirement age.
The length of time it takes for us to receive the money depends on the previous provider.
We’ll tell you if there are any issues and where possible, we’ll use ORIGO Options to simplify the
transfer process. This will remove unnecessary paperwork and the need for phone calls to find out
what stage the process is at or where the money is.
Our dedicated transfer team will also provide you with regular updates, so you and your client
know exactly where you are in the process.
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YOUR ADVISED
TRANSFER PROCESS
Here you’ll find an outline of how we’ll support you if you decide to use your advised
transfer process to move existing retirement savings across to us.
We’ll provide you with a summary of all
the features and charges that apply to the
Royal London scheme which you can use
to help with your scheme comparison or
suitability report.
We’ll also provide personalised illustrations.
We’ll request the transfer from the previous
provider when we have all the information
we need.

We’ll tell you if there are any issues and
where possible, we’ll use ORIGO Options
to simplify the transfer process. This will
remove unnecessary paperwork and the
need for phone calls to find out what stage
the process is at or where the money is.
Our dedicated transfer team will also provide
you with regular updates, so you and your client
know exactly where you are in the process.

The length of time it takes for us to receive
the money depends on the previous provider.
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FEATURES AND
BENEFITS
For you and your clients

For members

• Clear and simple communications make
it easy for members to understand their
options, minimising the number of queries
for you and your client.

• Clear and simple communications make
it easy for members to understand their
options so they feel confident about making
a decision on their own.

• Your dedicated implementation manager
will support you and your client through the
whole transfer process so you’ll understand
who is doing what and when.

• A simple transfer process makes it easy for
members to understand what will happen
and when, giving them more confidence in
the transfer process.

• Our dedicated transfer team will provide
you with regular updates so you and your
client know exactly where you are in the
process.

• Less pension documents make it easier for
members to keep track of their retirement
savings, if it’s in their best interests to transfer.

• Our data guide will help you and your client
understand the data we need and when we
need it.
• Consolidated data templates mean all
the information we need will be collected
upfront, saving you and your client time and
effort.
• ORIGO Options will simplify the transfer
process and remove the need for unnecessary
paperwork so you and your client will have
more time to focus on other work.
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OUR DIRECT
OFFER SERVICE
If you don’t already offer a transfer service, we have a simple direct offer service you
can use. Here you’ll find an outline of how we’ll support you.

STEP 1: COLLECT INFORMATION
You’ll need to provide us with certain information about the previous scheme.
Once we have this information, we’ll carry out some basic scheme level
checks to make sure it doesn’t have any of the following features:
• Exit charges.
• Guaranteed annuity rates/options.
• Loyalty bonus.
• A lower AMC than the Royal London scheme.
• With Profits as the scheme default investment.
The Royal London direct offer service will be available if the previous scheme
passes all these checks and it’s a group stakeholder or group personal pension
plan.
We won’t carry out detailed checks on members’ individual plans.
In addition to the basic scheme level checks, our direct offer service won’t be
available if members have already started taking their retirement benefits or
have overseas transfers.
Whilst we won’t accept in-specie transfers, we won’t exclude transfers that
were previously processed on an in-specie basis into the previous scheme.
We’ll also check the potential value of transfers moving across to us to make
sure it meets our criteria.

STEP 2: MAKE MEMBERS AWARE
The way we support you at this stage is the same regardless of who provides
the transfer service and forms part of our normal implementation process.
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STEP 3: MAKE THE OFFER
We’ll produce and issue packs direct to members, which will include:
• An offer letter.
• A step-by-step guide to transferring.
• A simple pre-filled transfer form.
• A personalised illustration.
• A pre-paid envelope.
Our dedicated transfer team will work alongside your implementation
manager and will be on hand to answer any questions members may have
about the contents of their pack. They’ll also provide members with regular
updates so they know exactly where they are in the process.

STEP 4: COLLECT REQUESTS FROM MEMBERS
Members will have two months from the date they receive their direct offer
pack to make a decision.
We’ll provide a pre-filled transfer form which requires minimal information
from members. All they have to do is sign and date the form, reducing the
potential for errors.
We’ll include a pre-paid envelope in the pack so the completed forms can
be sent direct to us.
We’ll also send a general communication to all members one month after
the offer period has started, reminding them to send their completed transfer
form to us before the offer period closes.

STEP 5: REQUEST THE TRANSFERS
Once we’ve received completed transfer forms from members, the way we
request the transfers is the same regardless of who provides the transfer
service as this forms part of our normal process.
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TRANSFERRING
OTHER PLANS
Members who want to transfer other pension plans into their Royal London plan can
contact our dedicated team to find out more about their options.
Our execution only process
If a member contacts us about transferring
other pension plans, we’ll always recommend
that they speak to a financial adviser first.
If they don’t want financial advice, we may
be prepared to accept their request to transfer
other pension plans on an execution only basis,
but only in certain circumstances.
If our execution only process is used, we’ll deal
with the member directly.
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TAKING THE
NEXT STEP
We’ll use our expertise to support you and your
client through the whole transfer process.
If you’d like more information, speak to your
usual Royal London contact or visit our
website at adviser.royallondon.com.
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