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Dashboard Evolution

Pre 2012

Tl’ ADDvantage |
Toachors'

CAPITA HARTSHEAD
Main Menu and Welcome Page

Estimate

Of [——=:2
Benefits for
Teachers

Change Password/PiN

Welcome Page (Teacher)

Welcome to the Teachers' Pension Scheme

Capita Hartshoad Teachers Ponsions

TP ADOvartage provides secure ccess o  renge of services and nformation for exietng
arvd previous menbers of the Teachers Pension Scheme (TPS). Plsase use e menu on the
et hard 2430 10 navigale thecugh the ste.

Your current st 83 & membar of the Teachers Pension Scherme wil deternin the
precise fncionaity avalatls 0 you, which mary nchide -

Payslip and

PSO—.
for =%

Schemae I

Contact Us

Change PasswordPiN
Last Payslp

Paysip Hstory
PED

On-tng-forms

Pensioners

* View your per (ror who
On-line-Forms Parve it sravicusty recetved an irwird of retromant becetts unde o T95)
T° Welcome Page (Pensioner)
Peasions.
lLocer ] Welcome to the Teachers' Pension Scheme
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L3
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avikabin 85 you, which mary nchase «

© View your perscnsksed Extmate of Retirenent Baretts (1or schame menbers who have
ot previously recered an swwd of retrement beretts under e TPS).

= Virw your pensicer pay D a0 U (10r SC7eme Samhens who are 1 160et of
retromert barwits urder e 1P5)

Public Employers
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Home The Scheme

P Overview
Employment History
Task Tracker

Your Messages

P60

Payslips

Modellers

December 2012

& Logged In as anthonyrwatt@gmail.com

Resources FAQs News

Hello JOHN ALBERT,
Welcome to your member dashboard.

Your Messages(6)

Welcome to the new My Pension Online

Historic Document attached: EFE (4ge and ARB) L)
Historic Document attached: EFE (Age and ARB) )
Historic Document attached: PIB/TIB Hypothetical L)
Historic Document attached: PIB/TIB Reckonable

) View more messages

22 Jan
21 Oct
21 0ct
21 Oct

21 Oct

Task Tracker

Sign out

My Pension Online

Task List

> Change Account Details

> Contact Us

) Additional Pension Application
> Update Bank Details

> Change Personal Details

) Financially Dependant Webform
> Death Grant Nomination

) Il Health Benefit Payment

> Chanoe Address




Dashboard Evolution

April 2015

e Hello Cluck Olive,

Employment History

Task Tracker

Welcome to your member dashboard.

June 2018

O e R N

Your Messages Your Messages(0)

Member Documents No Messages Found

Task List

> Ce t Us

> Retirement Apy
> View more messages
Task Tracker » Change Personal Details
» Financially Dependant \Webform
Mo Tasks Found
» Death Grant Nomination
> View more items
>
» Change Address
Your Pension Your Details
» Change Conta
According to our record from No Personal Details > Cartificte of Re-mplowrait
ertificate ¢ -employment
details on record Mame: Cluck Olive Primrosepip :
opt 0
Average Salary: No details on DOB: 15/06/1955 LA
record » Transfer In

Current Basic State Pension: Mo
details on record

Contact Number: 01915204680
Mobile Number:

Email: tptestecm+6®gmail.com

» Retirement

Overview > Change password

> Change PIN

Hi, Dummy > Change Details
Welcome back to your member dashboard.

Benefit Statement
You last logged into your account on: 6 July, 2018 10:51 o

> Change security question

Your Details

Employment History
99/999802
TP Reference number

€ New Messages Tasks
B o Teachers pensians E currently in progress .

Your Messages | | e
member

Task Tracker

Modellers

Web Forms You can help shape the future of My Pension Online by sharing your ideas and

experiences. We'd love to hear from you.
+

> Share your experience

Service History Benefit Statement Family & Dependants @

Keep up to date with changes to your Anyone can receive your Death Grant if

pension by checking your Statement you nominate them. You can nominate:
2 8years 3 3 1 days regularly. ® your spouse or civil partner
® an unmarried partner

* someone else of your choice
regardless of their age and

relationship to you
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Features

Benefit
Statements

P

Payslips

Available
Anywhere

Secure corvice b
messages ervice history




Features

&y

Contact details
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Azure & Sitecore v9.1

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

Sitecore

Own the experience”

11



Loading times - 2013 - 2018
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Total Web Visits - 2013 - 2018
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Log in improvements

»  Reposition of login reminders

« Addition of frequently asked questions

X+

Login | Teachers:

<« C @ teacherspensions.co.uk/login
Login

Step: 1

Your emafl address: L]

Your password:

Forgotten your login details?

If you are a member and you don't have a login, you can register now.

Follow us on social media

Find us on social media to get the latest news and announcements from Teachers Pensions

ﬂ Like us on m Join us on n Follow us on

<« C @ teacherspensions.co.uk;

Your Password . - A
I*** Logm Your Password | e |

= Case Sensitive

* Atleast® Step: 1 .
characters in length .
* Contains lower case letteris)
Your email address: i ]

* Contains at least one number
« Contains an upper case leter OR R pa——T
punctuation character .

Problems Logging Forgotten your email address?
In? ® Forgotten your login details?

If you are a member and you don't have a login, you can register now.
You can unlock your account and
P online. o
A bassaond I know my details but | can't log in? +
If you have forgotten your email

dd) ., Pl tact us.
leh (e it What da | do if | no longer have access to sn email address? |-

When will | receive my reset email? +

ﬁ Subscribe to our . Follow us on social media

* @

Case Sensitive
At least &

characters in length

Contains lower case letter(s)
Contains at least one numbsr
Contains an upper case letter OR
punctuation eharacter



Log in error improvements

<

Addition of iconography

X+

@ teacherspensions.co.uk/lagin?cl=true

Login Unsuccessful

We couldn't log you inta your account 25 you're already signed in elsewhere. Usually, this
oceurs because of the following

* You may have closed your browser window / device without suceessfully logging out

= You may have an active Login on a separate device or browser

Please log back in and check your Last logged in time.

Log in

Follow us on social media

Find us on social media to get the latest news and announcements from Teachers Pensions

n Like us on m Join us an

ﬁ Follow us on

Addition of frequently asked questions

Your Password |*** 1

= Case Sensitive

At least &
characters in length

Cantains lower case letter(s)

Contains at least one number

Contains an upper case letter OR
punctuation character

Problems Logging
In?

You can unlock your account and
reset your PIN and Password online.
If you have fargotten your email
address, please contact us.

ﬁ Subscribe to our

@ teacherspensions.co.uk

pensions.ci X

Login Unsuccessful

Wie couldn’t log you into your account as you're already signed in
elsewhere. Usually, this occurs because of the following:

* You may have closed your browser window / device without
successfully logging out

* You may have an active login on a separate device or browser

Please log back in and check your last logged in time

Login
Why have | received a concurrent error?
Will my progress have been saved?
Dol have to wait to log back in?

Follow us on social media

Find ic an carial madia tn 0at tha Iatact newe and annaimramants fram Taarhare Panciane

Your Password I FYTE
=

Case Sensitive

At least 8

characters in length

Contains lower case letter(s)
Contains at least one number
Contains an upper case letter OR
punctuation character



Log in error improvements

« Addition of iconography

« Addition of frequently asked questions

x + - a8 x

pensions.ci X

<« C @ teacherspensions.co.uk/loginilo=true & @

Logged Out Your Password .
You hgegsuc:essmllf been logged out of the system. E‘ Logged Out Your Password | ok ok 1
5

<« C @ teacherspensions.co.uk/put pxtlo=true v @

Hext Steps: = Case Sensitive
— o Atleasts You have successfully been logged out of the system * Case Sensitive
’ <haracters in length i G N
Return to the Teachers' Pensions homepage « Contains lower case letter(s) characters in length
« Contains at least one number Loghscki + Contains lower case letter(s)
« Contains an upper case letter OR Return to the Teachers' Pensions homepage  Contains at least one number
punctuation character + Contains an upper case letter OR

punctuation character

You can unlock your account and
reset your PIN and Password online.
If you have forgotten your email
address, please contact us.

Problems Logging
In? ® 1didn't log out, why was | logged out?

Why can't | get past the 'change details' page when | log in?

Where can | find paper forms?

Follow us on social media ) .
Follow us on social media

Find us on social media to get the latest news and announcements from Teachers Pensions

n Like us on n Joln us on n Fallow us on ﬁ Subscribe to our . =
-— P -— -—

Find us on social media to get the latest news and announcements from Teachers' Pensions



New P60’s and Payslips

For Members For Employers 3 Loggedinas: lisa@emailcom | Lastlogin 23August201719:30PM My Account  Log out
~
- .
Now live! T Teachers | For
- Pensions Members Resources Videos FAQs Calculators Forms News
.n Working life Planning retirement Once retired My Account m.
@ H M R C A p p rove d Dashboard Teachers' Pensions have been notified of 2 change to the values toyour P&0. X has been x

*  Business consulted parsy
” Eég_o My Details

* Improved printable version
My Details Your P60 outlines the pension we've paid to you and R SEEATTRIETE
Employment History the tax deducted in the tax year 2016/17. TPref 99/999802
Sometimes, the amount shown before tax on your NI number QQo07970
Task Tracker P&0 will be different from the annual rate of your PAYE 948/400
pension for the year. Final Tax Code 11500
ForMembers  For Employers £ Loggacines feademsilcom  Lsstogin: 21 Aupst 01715000 My Account Logout

T Teachers' | For
Pensions | Members Resources Videos FAQs Calculators Forms News

Choose tax year .
.n Working life Planning retirement Once retired My Account m. . Current tax year ends:
April 2016/17 ~ 5 April 2017

> Download P60

Dashboard H
o Payslipe My Detatls » o
Payslip . . . Name Lisa Anne Jones
Your payslip contains your monthly pension
. . TPref 99/999802
P60 amount, any tax paid and any pension increase
NInumber QQ907970

applied. At the bottom of your lip you'll see
My Details e yourpaysipy Pension reference ™

2016/17 P60 End of Year Certificate

details of bank it fon -
etafls of your baniaccoun Tax Code 1150L0 This is 2 printed copy of aneP&0
Employment History T
Amount Pid ToxDeducted @
Task Tracker e

My Messages

Choose month
R Paypate O _
August 2017 Payslip ™" A

2 August2017 .
> Download Payslip

Pension Income Total Annual Pension
From 5 April 2017 o date Upto 5 April 2018

£850.52 £2,551.56

Tax deducted: £0

Income tax queries @)




Mobile design

- A migration from adaptive to responsive bt F o B i wrrern pontoyon

'I"_)T chers' | Far , A
ASI0ME | Mambars Hevourcen Vedeon FARh Laliclstons Formm Merws

* A better experience across a wider R
range of devices and screen sizes e i —

_ i Charge wsurty Gumbon
= For Members Eyeur sorunt o 13 My, Z019 133 g

My Account Logout | |

° I mprov.ing access.ib.il.ity B Logg=d in as anthonyrwatt@gmail.com
T Teachers' | For B
Pensions | Members K T =& :

SRAREEY

° Improvements W'ill Cont'inue to be Resources Videos FAQs Calculaters Forms Hews
refined and eXpanded In This Section

i con hoip slege the Buturc: of By Possion Ot by ibering your idcz ond
cxpericerea. Weed e o oo B you.

Sharw your exserience

1 -
— Uverview

Famsily & Dependants @

Hi, Anne % Change Details foBOL

Welcome back to your member dashboard. S Apr 2017
You last logged into your account on: 13 May, 2019
10:35 )

Change password

» Change PIN

» Change security question

» Change bank details

nashks Lo considar

New Messages
@ from Teachers' Pensions

— Tasks
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1,000,000 MPO accounts

Retired population
48%

940,000
MPO Accounts

Active population Deferred population

2o 26%




Dashboard Evolution

We’re not done yet

Continuous improvement

Internal testing

Further benefits

Status specific dashboards

A | Newstarter
Dashboard
Manage pension
Employment history
Task tracker

Messages

Personal details

Working life

5 New messages
from Teachees Pensions

Planning retirement

Once retired

MyAccount | Q

ce
2 Tasks

currentiy in progress

Change details
Personal details

+ Passward

PN

+ Security question
Bank details

&

99/99990

phased retirement member O

A | v | it | g | vt o |

Dashboard A na

Hi, Lisa
Payslip

Welcome back to your account dashboard.
P60 Here you can check your pension income,

My Details .

Employment History

your payslips and P60.

. Change My Details .

> Change personal details
> Change password

> Change PIN

> Change security question
> Change bank details

Task Tracker 99/99990
h 5 New messages 2 Tasks & TP reference number

MyMessages from Teachers' Pensions currently in progress Retired @ ‘
Modellers Eebey

August Payslip Pension Income @ P60 @

Paid on 23 August 2017 R —

Gross £212.63 £10,650 . My tax code 1150L
Tex deductions £0 Tefres income Current tax year 5Apr2017
£21263  tpeo

Gross pension paid this year
> View Payslip > View Payslip History > View P60

New starter Once retired My Account A | Newstarter
fashboard Change details Dashbourd
o Personal details Manage pension

Password

Employment histary Pl Emplayment history
Security question

Task tracker Bank details Task tracker

Messages sessages

Modellerz Modellers

&

99/999%0

Personal details. 5 New messages

from Teachers' Pensiors

eurrently in progress. s

September payslip

Puid 0 21 Sept 2019

Gross pay £212.63

Tax deductions 0

et pay £212.63
View Payslip

‘Withdrawal limit @

50%

monthly pension

View latest statement

Hmit

Ps0 @
My tax code 11501
Cumrent tax year 5 Apr 2019

Print P&0

View P60

Working life

Hi, Anthony

5 New messages
rom Teachers: Remians

Planning retirement

Once retired

currently in progress

Change details

Persanal details

Security question
Bank details

&

99/99990 .
L ]

Years of service

Years of service

30.13..

£X

earned this Lax year X

£10,045

8..23..

£20,000

it

X manthly fncone

View employment history View latest statement

View employment history

Pension income

o £263.9

aneusally from age 60

£21.99 monthly income

View latest statement

Cash equivalent transfer value [CETV)

£6,599.75

could be transferred to anther persion

Apply to transfer out pensian



Task Tracker

[ [ A [ tewsurer [ vorkinge | Panningeivemen | oncereived |y pensinonive [ Q]|
:
Near completion At a Glance

Benefit Statement

Employment History Current Progress Updated

Applying pressure

Age Retirement Application e Analysis 13/05/17
Your Messages & PP o
Modellers
Changes in staffing ® oew oo
. Working life Planning retirement Once retired . icting Retirement Award o o Awaiting Info 18/03/17
Overview Case Progress Details
= {fer In - Information Gathering o @ Case received 10/03/17
Benefit Statement
vyt Age Retirement Award
Task Tracker nal Details o @ Calculation 27/0117
Current Status: Analysis
Your Messages
Your request o appticatian fs being considered to determine the actions that need to be taken,
Modellers
hGrant Nomination o @ Processing 17/01/17
Description Start Date End Date
hGrant Nomination o 0 Complete 120117
Your correspondence was received on
13/09/11 and has been passed to the 13/09/18 16/09/18
relevant team to respond. Saved Form Not
13/05/17
mlment Certificate o e Submitted d
Your correspondence was recefved on
13/09/11 and has been passed to the 13/09/18 16/09/18
relevant team to respond.

Your correspondence was received on

= 13/09/11 and has been passed to the 13/09/18 16/09/18
& relevant team to respond.
Preparation
Your correspondence was received on
w 13/09/11 and has been passed to the 13/09/18 16/09/18
relevant team to respond.
Processing

Complete Your correspondence was received on
13/09/11 and has been passed to the 13/09/18 16/09/18
relevant team to respond.



Benefit Statement

New designs

Styling will be applied to current statement

User experience tested

For Members For Employers B Logz=dinas: anthony@emailcom  Lastlogin: 23 August 2017 1%:30PM My Account  Log out
N

T Teachers' | For
Pensions | Members

.nm Working life Planning retirement Once retired My Account Q .

Resources Videos FAQs Calculators Forms News

Dashboard
Benefit Statement @ .
_________________________________ My details > Change
Benefit Statement o
Your Benefit Statement is the most important AR Anthony smith
My Details document available from Teachers’ Pensions - you can Usless TG
use it to check the salary and service information we Gz LR
Employment History hold for you. Pension status Not Retired

Member type Deferred @

Task Tracker
Read help guide Watch the video

My Messages
Select year .
Date of issue: 07 Sep 17
Jan 2017 to date "  Calculated At: 07 Sep 17
Calculation dates

""""""" » Download Statment

Total 80th Final Salary 57th Career Average

Modellers

Contributions to Date Tax Free
Since you joined the scheme(s) Lump Sum £289 107
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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

Financially Dependent Relative Nomination

Dependant Details

All these details are required to access My
Pension Online

Surname E
e e — _W

m m Email address:

Scanning pattern when
labels are not above
each field

Jagged edge to the left
hand side of the input
fields slows scanning

Enter the text above:

Please note: This'gmail address will be your username as well
as a method to contd¢t you for impertant account updates, Wi
suggest that you use a'\persenal email address that you will be
able to access at any timg,

Re-type your email address:

Create a password:

Re-type your password: *

Select a security question: *
Select...



Opportunities

Backstage

Member reviews retirement options

Chking gty
Riyuosting Fac mo o interview 1o disoss

PTG
Talbdirg 1o sollaaguiss
Trying oo undisrstand tha opions sallable

"What are nvy opliora?

‘| ned io ask somecna | trust’
“Thilsi I8 & big Soclsion”

A

WkiSEi b5 N0t LEsar frisndly i ths Fsmber

doesT konow the right word 1o ssandh for they

can miss information

Thisri i s My opions fof retinemient

Do el that chisty should B ridising

ey bt SEatamant

-'i-l
tay = .
Frasa B ees -t
"R el LTI TT LA L

‘Dpportunity o
- Invesstigata the pessibility of offering facs tima to

talk to people shout their options

+ Educate memibsars ard amployers on the

Member receives award

Laxgin 10 roafm b
Findl and fill i th oniline form
Caall thas call cusiviras Pr Pl waith th Torem

"What's going o happan?’

| am making o big decisicn’

‘Onca I've takan my pansbon thats 2= |
nood b gat this right”

Application sent to employer TP process the application
Submis this ferm RirCuiving i acknowhdgerrmnt email
Call TP call cerre. for an update Watting
the
: Lot Calling tha call caire to chadk on progress
Maiting retirerrnt plans
I wordar what 'l get?
I wondor whan Il here from TP?*

Tryieg 1o understand the PDF award

“This |5 leas Ehan | sxpeched
‘v o Bma to addreas my quastions®
‘I'm not sure what this means’

A

which are unhalgtl
Frasres b5 writtan i & Torsign languags’

albowanii Snd CORRTLRE ORLONS
Fill in and save each page as they g

| sesasnes el boogin: T Proiimba portal

Confusid

=ROG

Opportunity boe
- Have & better overview of tha quality of
correspondence and mamber communications

- Allorar tha foam to calculata an astimatad swand

Agplication form is complcated and full of pansion
Jarge. s atcoerpaniid with a ldge armount of notes.

FOiTPs qUiSTIOnS are Unckar ispedally on et

7N

e o daading 1o el once thisy
Dot FieCivare] & T SpEicaTion Tom

TP harew e awearensess of the application at this
sLage 50 canrt halp members who call

Misnibars i Unawars of how kang the prociss
will ik

CH]G)

Cartes it sl & rrabivihs 1o b procisssad,

If P ptiores cowree 10 gt 3 riision has 1o be

M o this sward
Dpportunity to: Opportunity to:
- Help emplayars understand their responsibilities - Introduce as much sutomation to processes =
fhow - io be agreed) posEble

- Enabila amployvars to validsta kngth of servica - Track my cass for teachers o sec whana their

A

Lert e e Miitsers donT alwas S
OTLEtL .. R R i ey ks
UL LE S LT A - witheut an sward the mone ks oo be ko e
o — Y E anxious they can becoms iy hopec i s
Form oo Al 4 ", Risciis a big wad of nates’
= Tt accrigainy thi awand
P - oftn ignored

e D O B

Surprise, shock, confused

‘Opportunity toe

- Investigats the quality of the correspondancs to
make sura the messagas are clear as possibla for

mambers

& Harm tis b caraful mot o give advice

Paople can tum upwithout hasdng made — way
an appoinTnent

Masritars Blarmi call cerne staff for
Dalineg e T Sl i thas S0arTrS & CT

thry giwi 20 Prmbars

Hasrd Toof s call st to walk paspli

theough the form

Erviployars can have stashis of old
wiirzions of this applcation form whicdh

T 10 dafy tievealimit on this datackards Employers donT want io speak o TP

pacsad 11 th Fatinaimiane skam I chve awiarel it £ b iz
ehi b B svane of
Since acadarnies Cama in s mone oy Unkeeow optinns

AiTROLIT 0 Wi W T COITaT w—_—

Hairtlink s unabib to copa with cormphis.
kAT

impartanca of scoursta member senice records amaunt basad on tha figures antored before submitting the form application is on the joumey - Bersonalse tha letter to members
and tha conssquences to retirernant fhow - to ba
sgrasd] - Inchsda sn inform calculstor for ‘Commute’ to - Wersion controd an the memibsars servica record - WC tnsupport members post swesnd, snswer
sk lunp surm smounts quasticns.
- Introdwcs VE to proactively address options - Publish guidance on GIPE rubss arcund shanng
- Review the content of the application form informetion with TE for amployers
especiallvauestions about lume sums and
COATITI LS - Lz SMS o ke mismibsans up to dete on
progress ard reduce tha nesd for calls
- Incraass the uss wabchat &5 a channal
k.
H il
: : o :
a Lol Qa Data chianss beam Fave 3 10 day target 1o make o o o
Halding face 1o fate Mheat of thee tima Takirg calls, ervaiks halging Applcation foam sure that all the information is included. If there Tha award is calculated Somatimes the autocakculation Authorisation taam get S
Fhatings with FoqUisTs 107 fack 10 Paoph Thiough thi fam conmi inte TP 1 aryThing Ineoim pROBSSNG o7 NaCCurats Fanisly of autormaticaly. It o] TSNS I ERRTTION amard lmar and cabculanions.
Fiaibars about thisr 08 MsSNES C3N iy vl Zs DAk 56 Hivle AT & STy Thiia $ITORS O [RODSITE thish Thisy ek iswisryThieeg aggain o
PRl OETONS sk il B O TP am R ——— TP hiarae tis bk 0 Thie Dusaling with angry calls
& prcgm_uhdur@uhmrmm:hn Caloalathin D Can receh opan work from
muerribar 50 the employer [rI—

& Wliriars donT rusd tha fote

SOMITd th T bem plate dois



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

) . ‘m'zsgrg,pﬂmﬂ
* Processed 21k validation survey responses

Across a wide cross section of members we:

¢ Conducted 30 initial interviews

« Had 4 member focus groups (NE and SE)

* Undertook 10 additional interviews \ . y school

Validated personas:

« Early career

« Circumstance change - Family o

- Late entrant \}"““"’

* Retirement on the horizon

° Reti red wmﬂwmim




A teacher approaching retirement
lllllllllllllllllllllllllllllllll



A member with dyslexia on the level
of concentration it takes to read a



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

1L S




Integrated system

0@®

CRM



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
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