Supporting your
client reviews
A closer look at our client review service

Pensions | Client review service

THIS IS FOR FINANCIAL ADVISER USE ONLY AND SHOULDN’T BE RELIED UPON BY ANY OTHER PERSON.

Your review
challenges
We know that preparing for your client reviews can be a lot of work.
You have to:
•

Gather lots of information from various sources, which sometimes isn’t
readily available.

•

Review it all separately and decide if you want to make any recommendations.

•

Pull it all together into something meaningful for your client.

•

Carry out your review.

•

Follow-up on any decisions.

•

Make sure you have a full audit trail of the review you’ve just carried out and
any changes or recommendations you’ve made.

This all takes time, time that we know you’d rather be spending on strengthening
your client relationships.
This guide tells you how our client review service can help you provide
a cost-effective review service for your clients.
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Supporting your
client conversations
Our client review service is designed to support your ongoing reviews for clients
who have Royal London Pension Portfolio (including Income Release)
and Retirement Solutions pension plans.

It’s really easy to access our service as it sits with the rest of the
Royal London tools. Simply log in to online service
at adviser.royallondon.com and select review service.
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Step 1:
Create your profile
We’ve made it easy for you to include your company information. The first time you use the service,
you’ll be prompted to upload your logo and enter your website address. These will automatically be
included on your reports.
You can change these details at any
time. Simply select Your company
profile from the toolbar.

The maximum file size is 1MB.
.jpg, .png, .bmp and .gif file
types are compatible.
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Type your website
address here.

Step 2:
Select your client
Now you need to select the client you want to review from the list of your Royal London clients.

Simply select the
contract type from
the drop down box.

If your client’s a member of
a group scheme, you just need
to add the scheme number.

You can generate a request for up to 20 client summary reports at one time – saving you more time.
This applies to group schemes only.
Now select the client you want to do the review for. You can search by client name or plan number.
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Step 3:
Choose review type
We know that no two clients are the same, which is why we give you the flexibility to select the
output you’d like your client to receive. You can choose the standard review which includes set
content that covers all the key areas you typically cover at review time. Alternatively, you can choose
the custom review. This allows you to select the content you want to include and also to add your
own comments, giving your client a truly personalised review experience.

Create a standard
review in a few clicks.
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Choose the areas you
want to cover and add
comments.

See your client’s
review history.

Step 4:
Add review criteria
We recognise that you won’t always be doing reviews for the same time period and that you may
review different clients over different time periods. That’s why we’ve made it up to you to choose
the dates for your reviews.
You can add your client’s attitude to risk and your contact details to create a truly personalised
review experience.

Simply add the dates
in the input fields.
We support review periods
of over three months and
up to three years.
If you choose to leave the
risk attitude blank, nothing
will be printed in this
section of the reports.
You can add your contact
details here. Add them once
and they’ll appear each time
you use the service.
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Choose the sections you want to include
With the custom review option, you can switch sections on and off, according to the content you
want to include in your client reports.

Add your own comments here to create
personalised client reports.
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Additional content
If you choose a custom review, you can choose
the content you’d like to include within the full
client report.
This now includes investment and engagement
content to further enhance your client
conversations.
The investment content is split into three key
areas:
1. Investment summary – core information for all
clients who are engaged with their pension and
investments. This includes information about
Responsible Investment and a detailed market
commentary from our investment team.

2. Investment themes – information to use as
education pieces with your clients on topics
such as ESG and Responsible Investment.
3. Royal London’s Governed Range – information
to help you talk about our Governed Portfolios
and Governed Retirement Income Portfolios,
including performance, asset split and tactical
changes.
The client engagement content is split into two
key areas – education and financial wellbeing.
This includes information on a range of topics
which you can use as education pieces with your
clients or to address any specific client concerns.
You can pick and choose the content you’d like
to include, based on your client’s individual
needs and preferences. You can also preview the
content before you add it to the client report.

Pick and choose the content you’d
like to include from the drop-down
menu by selecting the tick box and
preview the content before
including it within the report.
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Step 5:
Select your outputs
Regardless of which option you select: standard or custom, the service will produce both a detailed
report and a summary report. It’s up to you to decide which reports you want to download for your
client. You’ll also get an adviser report for your own records.
Multiple report requests for your group schemes will only generate a summary report for each plan.
Copies of all of these reports will be stored for you in Client history.
For your client

Full client report
Create a personalised report that
showcases the work you’ve put in.
Use colourful graphs and jargon free
language to display your client’s plan
performance.
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For you

Client summary
The client summary shows
a snapshot of your client’s
plan and includes the key
points from the full report.

Detailed report
Our client review service will
automatically pull through a detailed
report just for you, backing up all the
facts and figures in the client report.

Our
assumptions
We make certain assumptions to ensure that the plan information is presented in a clear and simple
way. Here’s more information about our assumptions and what they mean for your clients.
Retirement savings
All rates of return are annualised.
Annual rate of return calculations use plan valuations at:
1. plan commencement
2. start date of review period
3. end date of review period
All intermediate cashflows are factored into the rate of return calculations.
Contributions
The self-assessment calculations are based on the UK (excluding Scotland) rate
of income tax and are indicative calculations. They aren’t guaranteed.
Self-assessment calculations for the previous tax year use actual contributions paid.
Self-assessment calculations for the current tax year use a combination of contributions paid
and expected contributions to be paid.
The amount of tax relief a customer can claim is based on the information provided to Royal
London. It doesn’t factor in income streams not disclosed to Royal London, nor does it factor
in pension contributions made into other non-Royal London pension plans.
Clear charges
The total amount of professional fees considers ongoing charge arrangements.
It doesn’t include any initial professional fees or any ad-hoc professional fees.
The total amount paid to Royal London and external fund managers is a close approximation
to what has been paid within the review period.
The equivalent percentage rate paid is a close approximation to what has been paid
to both Royal London and external fund managers, within the review period.
The calculations are based on plan valuations and investments held at the monthly anniversary
of the review date. Any mid-month investment switches are ignored.
If a fund is closed then we have used the last defined Total Expense Ratio (TER)
for that fund.
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Planning ahead
To calculate the expected plan value at selected retirement age we’ve made the following
assumptions:
• The existing contribution arrangement continues until the client’s selected retirement age

or 75th birthday. For Income Release customers not taking regular income, the existing
contribution arrangement continues for five years or until the client’s 75th birthday.

• The charges on any future contributions remain the same as those applying to current regular

contributions.

• For Income Release customers taking regular income, the existing income arrangement will continue

until the selected target date, or until the fund is exhausted.

• Where a client’s taking a taxable regular income from a partial crystallisation the income will stop

when the money in the Income Release Account’s exhausted. We won’t automatically use the
money in the Savings Account to continue paying income.

• The yearly fund specific growth rates for the plan (at mid-level) are used to calculate the overall

investment growth rate. All rates shown are above the assumed future inflation of 2.0%.

• Growth rates are based on the current investment choice under the plan. If the investment

choice changes the growth rate may also change.

To calculate the amount payable as an annuity for those clients not currently taking
a regular income we’ve made the following assumptions:
• The entire plan is used to provide a retirement income.
• Retirement income is taken as an annuity, as a single life and is paid monthly.
• The annuity is calculated based on current standard Financial Conduct Authority (FCA)

annuity basis. If the client has less than one year to retirement, Royal London rates are used.

• Retirement income stays at the same level and is paid for a minimum of five years, for the rest

of the client’s life.

To calculate the income drawdown amount payable for those customers not currently taking
a regular income we’ve made the following assumptions:
• Pension savings remain invested. No further PCLS or Ad-hoc Income is taken.
• Future investment growth is based on our GRIP 3 fund, with an assumed plan charge of 1%.
• Income is paid monthly and remains at the same level. An income sustainability score of at least

85% is achievable until your client’s average age expectancy (calculated using data from
the Office for National Statistics (ONS).

• Retirement income can normally be taken from age 55; however we’ve assumed it’s taken at

selected retirement age. For Income Release cases this is capped to a maximum of five years’.
If the client retires earlier or later, the amount they receive could change.

These figures aren’t guaranteed.
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Our growth
rates
What’s the growth rate?
The growth rate we calculate is a measure of how your client’s pot of money has grown over the
review period, and since the plan started. It takes into account any product charges, fund
management fees, contributions, withdrawals etc.
The growth rate you see is an annual effective rate and isn’t adjusted for inflation.
How’s the growth rate calculated?
The growth rate’s a money-weighted rate of return (MWRR) calculation and is a common method
used in the investment industry to calculate an investment rate of return. This method’s able to
produce results for any given scenario and factors in the timing and magnitude of any cash flows,
such as contributions and withdrawals. Because the timing and amount of these contributions and
withdrawals can be different for each individual, the MWRR is seen as the most appropriate way
to measure investment rate of return.
Why’s the growth rate annualised?
For comparison purposes, rates of return are typically reported on an annual basis. The annualised
rate of return’s calculated as the equivalent annual return earned by the client over the evaluation
period. We’ll annualise all rates of return irrespective of the size of the evaluation period.
By annualising the growth rate, we can compare the growth achieved in one period to another
period. It also allows you to compare different clients and allows comparisons
to be made with benchmarks and fund performances declared in factsheets.
What does annualised mean?
To calculate an annualised return for periods shorter than a full year, we extrapolate the returns
over a sample period to the full year. In volatile times, annualising returns could lead to unrealistic
estimates of plan growth over the year. Similarly, evaluation periods which exceed 12 months are
scaled down to a 12 month, period taking into account the compounding effect of the investment.
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Benefits for you
and your clients
• Client understanding
Help your clients understand the position of their pension savings over the review period.
• Flexibility
It’s up to you which parts of the service you use. You can choose from a standard review or a custom
review and whether you want to use a full client report or a client summary. You can also include
additional content such as market commentary and outlook.
• Minimal input
You only need to provide a few pieces of information in order to use the service, saving you time
and effort.
• Clear audit trail
You can use the service to keep track of the reviews you’ve carried out.
• Cost-effective
Our service provides all the information you need to review your clients quickly and easily, saving
you time and money.
• Professional client reports
You can create branded and personalised client reports to help you demonstrate the work you’ve
done and the expertise you’re providing.
• No extra charge
We won’t charge you to use our service, so you can provide a review service to your clients cost-effectively.
Using this service shouldn’t be considered as Royal London giving advice or making a
recommendation. It’s important you make sure the content of the reports satisfy your
own compliance requirements.
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Next steps
If you’d like to find out more about the client review service and how it can support your ongoing
client conversations, speak to your usual Royal London contact.
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Royal London
1 Thistle Street, Edinburgh EH2 1DG
royallondon.com

We’re happy to provide your documents in a different format, such as Braille,
large print or audio, just ask us when you get in touch.
All of our printed products are produced on stock which is from FSC® certified forests.
The Royal London Mutual Insurance Society Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the
Prudential Regulation Authority. The firm is on the Financial Services Register, registration number 117672. It provides life assurance and pensions. Registered in
England and Wales number 99064. Registered office: 55 Gracechurch Street, London, EC3V 0RL. Royal London Marketing Limited is authorised and regulated by the
Financial Conduct Authority and introduces Royal London’s customers to other insurance companies. The firm is on the Financial Services Register, registration number
302391. Registered in England and Wales number 4414137. Registered office: 55 Gracechurch Street, London, EC3V 0RL. The firm is on the Financial Services
Register, registration number 460304. Registered in England and Wales number 5817049. Registered office: 55 Gracechurch Street, London, EC3V 0RL.
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