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Capacity in the administration market is a worry. Some TPAs have 

pulled out of admin-only, others look to be struggling and are closing 

offices and schemes are moving around...schemes could be looking for 

a new administrator and administrators are looking for new jobs 



 

One approach (to saving money) has been a one stop shop 

where a scheme hopes to make savings where one provider 

offers a bundled solution 

Short timeframes make life challenging and changes without 

a suitable consultation period puts the industry in the back foot 

from the start 



 

 



 

 

 

 

 

 

 

 

 

 

 

Surprisingly well – especially after the burdens of GDPR, 

equalisation, documentation hiccups, GMP reconciliations 

and data quality generally. Big variations however and most 

problems rarely appreciated before a change in 

administrator! 

So far so good, no real problems 

Widespread experience – they will all get 

there eventually 

I think the three administrators that I have dealt with of late are 

coping well enough but for each one there are other problems 

Standards fall, provision of information is delayed and the quality of 

information is reduced. The additional burdens caused by the 

constantly changing legislation also does nothing to improve 

standards. I think it must be very difficult to make a profit and provide 

an excellent service, whilst offering this at a reasonable cost to the 

schemes, due to the complications caused by changing legislation 

and the expectations of members who want everything instantly 

Economic pressures are prompting changes in operating models to 

drive efficiency and these are not always implemented smoothly 

leading to service delivery problems. Legislative change is adding to 

the pressure on staff, systems and processes creating further tension. 

These twin forces are delaying improvements in customer service that 

consumers are increasingly demanding from their pension provider. 

The gaping chasm between the level of customer service delivered by 

occupational pension schemes and that which is rightly expect based 

on the wider consumer experience continues to grow 



 

 

 

 

 

 

 

  

  

I think the admin world is struggling under what is increasingly 

an unfair burden. Pricing pressure over the years has thinned 

out margins (and resources) and then data issues are now 

throwing up compensation actions 

Administration Providers seem to be playing constant catch up 

– the changes in legislation, flexibility at retirement, increase in 

CETV quote requests due to DB to DC transfers, increase in 

public awareness of pensions have all led to greater demand 

on service from the administrators 

They are struggling- both in terms of volume of enquiries and 

having appropriate IT and infrastructure to support the 

demands of members 

Not very well, these pressures add to a 

number of other problems they are having 

I think it is difficult for providers. Schemes and employers want a 

world class administration service at a very low cost, they are happy 

to pay large fees to the actuaries and lawyers, but when it comes to 

the administration, they want it for next to nothing. This causes 

problems for the providers in relation to the calibre of administrators 

they are able to employ and the numbers of members and schemes 

for which each is responsible 

Our administrators were not well prepared to deal with the 

increased workload from pension freedoms (both our DB and DC 

administrators suffered a degradation in meeting service 

standards). A year ago it was poor but I can see that they have 

increased resources and improved staff training so it is now close 

to standard 

I think many of the administration providers are struggling 

with resourcing the higher demands 

Resources are stretched across the whole industry (not just 

pensions admin) and it is becoming more difficult to find 

experienced DB administrators 

Workloads are increasing and the calculations get evermore complex. 

Yet still lay clients think admin is easy and should be push button. At 

least it looks like the bosses of admin businesses are accepting that DB 

admin will never be push button and that experienced admin staff, who 

understand the complex web of lunacy that is a DB benefit calculation, 

are still critical to the process. But are there enough of them to serve the 

needs of the industry? I’m not sure there are. And do the regulatory and 

governmental powers realise how darned difficult this all is? 
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