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Information, advisory services and 
customer relationship management

Or

How do we manage customer 
expectations

Ian Clapperton

Director of Operations

Scottish Public Pensions Agency

POTENTIAL CUSTOMERS

Members

Media

MP’s
Pensions Legislation Requirements

Data Requested 
under 

Freedom of Information

Trade Unions

Employers

Auditors

Government

Financial Advisers
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ACTIVE MEMBERS

Web Information

Presentations at 
Employer events

Personal letters 
to different 

member groups

Member guides 
for startersWeb calculators 

for ‘What if’
questions

Road shows during the consultation period

Scheme annual reports

Annual 
Benefit 

Statements
Annual 

stakeholder surveys

Posters 
in the 

workplace

In-house 
telephone handling

Working in 
partnership 

with 
employers 
and trade 

unions

Consultation 
booklets for 

members

Pre-retirement sessions 
for larger groups

Using employer intranet, 
wage slips and other publications
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PENSIONER MEMBERS

Annual Newsletter

Pay statementsWeb 
Information

Pension increase letter
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STAKEHOLDER INITIATIVES

Specialist complaint and appeal team

Charging the customer 
for excessive requests 

for estimates

Use of call centres
for telephone handling 
during consultations

DVD’s for major changes
and consultations

Employer Newsletters
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THE WAY FORWARD

Web based 
Member 
Guides

Web based 
Pensioner 
Newsletter

Reporting 
changes of bank 

etc. via web

Web based Annual 
Benefit Statements

Member web 
Interface

Pensioner web 
Interface
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