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Decision tree:
If the customer has a pension, ask them how many.  Get them to tell you 
all about their pensions. Try not to make them cry and try not to cry 
yourself.

Then, when all the tears have dried, take the customer out for a nice cup 
of tea and a slice of cake.  Nothing like tea and cake to sort out tears.   
Preferably a Victoria sponge! Sweet hot tea will do.

Then how about a nice walk in the countryside?  Look at the birds, 
smell the flowers, sit in the grass and contemplate the air and nature 
and all that.  I do like a nice walk.  Especially if there are lovely little 
animals to look at. Particularly lambs, of  but to be honest I’m fairly 
happy with any animals.
birds, smell the flowers, sit in the grass and contemplate the air and 

nature and all that.  I do like a nice walk.  Especially if there are lovely 
little animals to look at. Particularly lambs, of  but to be honest I’m 
fairly happy with any animals.

Then  it’s time for lunch at the pub, or perhaps dinner by that point.  It’s 
okay to have a pie and chips after all that walking.

Hello.  How can I help you?

It’s my pension! I don’t know what to 
do with my pension!  

Well, you could bury it in the garden 
I suppose?.  Best place is under a 
ewe tree

I have an elm tree I think, and a 
lovely herbaceous border.  Will that 
help?

Goodness no!  That’s entirely 
unsuitable!  Frankly I am not sure 
that you are taking this seriously!!
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Behavioural interventions are most effective when….  

…they take place during teachable moments, are relevant 

to goals and allow for simple, practical actions…  

…needs, circumstances and goals are taken into account.  

Generally these require human contact through face-to-face,  

telephone, or web-chat… 

…and they take into account varying financial capability, personal circumstances, cultural attitudes, income levels, gender, 

and age. 

Behavioural interventions are least effective when….  

…directed at those in severe deprivation and/or         
struggling with immediate issues such as homelessness, 
domestic violence, or addiction …  

…aimed at those with low levels of financial capability unless 

accompanied by support to make decisions or measures to 

build up financial capability. 

For many marginalised people, safety-nets such as means-tested and disability benefits, are the main sources of income dur-

ing working life and retirement.   Defaults and compulsion can stop those with low financial capability losing out in the 

short term and education can help raise capability over the long term. 
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Optimal interventions vary throughout the life course… 

For further information please contact:  

Daniela Silcock Head of Policy Research (PPI): 020 7848 4404 

Daniela@pensionspolicyinstitute.org.uk 

 

Danielle Baker Head of Membership & External Engagement (PPI): 07714 250 910 

danielle@pensionspolicyinstitute.org.uk  

Children, ages 0-18 - Financial education provided by family and/or school.

Young adult, ages 18 to 25 - Personalised, simple, practical education, peer or organisation 
led (face-to-face, phone, web-chat) implemented during key transitions.

Adult, ages 25 to 55 - Personalised, support, advice or education, which 
takes into account differences in culture, income, gender and capability.

Ages 55 to SPa - Personalised, specific, practical advice, 
support and information which explains the implications 
of options And makes clear that people do not have to 
access pension savings at age 55.

Ages SPa and over - Organisation or 
peer-led support, advice or guidance 
which assumes lower than average 
levels of financial capability and 
numeracy and potential cognitive 
decline, especially for those over age 75.


