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Overview

• Evolution of My Pension Online

• Benefits of My Pension Online

• Behind the scenes

• Recent improvements

• Plans for My Pension Online

• Research and user testing

• Questions

• Extras (if time)



Evolution of
My Pension Online



Dashboard Evolution

Pre 2012 December 2012



Dashboard Evolution

April 2015 June 2018



Benefits of My Pension 
Online



Features

Available

Anywhere

Benefit 

Statements

Secure

messages

Payslips

P60s

Service history

Task tracker



Features

Online forms
Repayment

Re-employment
Contact details



Behind the scenes



Azure & Sitecore v9.1

11

Benefits from moving to the Azure ‘cloud’ and Sitecore 9.1 CMS:

• Speed and reliability – speed improvements have already happened

• Machine learning - Personalisation improvements

• Improved insight and analytics – better data and understanding

• Testing – continuous optimisation 

• Integrations – with email systems and other channels

• Ultimately a better experience for users and easier to make changes for TP
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0

1

2

3

4

5

6

7

8



Total Web Visits – 2013 - 2018
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Loading times – January - September
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Recent improvements



Log in improvements

• Reposition of login reminders

• Addition of frequently asked questions



Log in error improvements

• Addition of iconography

• Addition of frequently asked questions



Log in error improvements

• Addition of iconography

• Addition of frequently asked questions



New P60’s and Payslips

Now live!

• HMRC Approved

• Business consulted

• Improved printable version



Mobile design

• A migration from adaptive to responsive

• A better experience across a wider 
range of devices and screen sizes

• Improving accessibility

• Improvements will continue to be 
refined and expanded



Plans for My Pension 
Online



1,000,000 MPO accounts

940,000

MPO Accounts

Retired population

48%

Active population

55%
Deferred population

26%



Dashboard Evolution

We’re not done yet

Continuous improvement

Internal testing

Further benefits

Status specific dashboards



Task Tracker

Near completion

Applying pressure

Changes in staffing



Benefit Statement

New designs

Styling will be applied to current statement

User experience tested



Research and user 
testing



Webform audit and efficiencies

• Webforms audit undertaken

• Improvements to validation rules

• Integrated instructions and tutorials

• PDF accessibility

• Cross device suggestions

• Understanding pain points and user journeys

Jagged edge to the left 

hand side of the input 

fields slows scanning

Scanning pattern when 

labels are not above 

each field





Accessibility

• Two audits undertaken

• MPO

• Non MPO

• Screen reading improvements

• Page structure and heading concerns – Sitecore 9.1 will help correct / address

• PDF accessibility

• Cross device suggestions – larger font size than currently used

• New carousel that allows user control

• Improved contrast ratio between colours



Member Personas – aims?

• Revisit the 2013/14 persona work

• Get a deeper understanding of our members

• Understand if we are meeting their user needs?

Allow better personalisation and content for:

• MPO

• Website

• Emails

• Campaign

• Automated

• Social Media

• Letters

• The business:

• Contact Centre

• Web Chat

• Correspondence

• Complaints



Member Personas – work completed

Across a wide cross section of members we:

• Conducted 30 initial interviews 

• Had 4 member focus groups (NE and SE)

• Undertook 10 additional interviews

• Processed 21k validation survey responses

Validated personas:

• Early career

• Circumstance change - Family

• Late entrant

• Retirement on the horizon

• Retired







Member Personas – what remains

Final steps:

• Presentation to the Department for Education

• Integration of final personas with current segments

• Presentation / education within Teachers’ Pensions

• Integration across engagement channels and the business

Roll out with the new branding in 2020



Integrated system

CRM

Hartlink

Web 
Chat

Email 
System

Website 
CMS

Phone 

Email

Mail



Security Cases

In progress

• Web Chat – investigating tools for member and employer secure chat

• Communicator integration – allowing database information to be fed directly

• Log in changes – SMS PIN, Easier reset, longer verification, device authentication

• Management of accounts in live – allowing a separate QA system

Completed

• Security questions (now live)

• Username recovery (now live



Any 

questions?


