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Bl Number of claimants

State Pension [PARAESISN0010)

Universal Credit EeRsISIRolel¢;

Housing Benefit - 2,639,000
Personal Independence Payment * - 2,599,000
Employment and Support Allowance . 1,724,000
Attendance Allowance . 1,517,000
Pension Credit . 1,383,000
Carer’s Allowance . 1,320,000
Disability Living Allowance * l 1,210,000
Income Support | 190,000
Jobseeker’s Allowance | 110.000

Source:
DWP benefits statistics: August 2022






“The way government is structured isn't
designed to meet user needs.”

Lou Downe

Ex-Design Director of|
the UK Gov
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Policy paper

Government Transformation Strategy

Published 9 February 2017

What we will do by 2020

The government has the following areas of priority for this Parliament:

e design and deliver joined-up, end-to-end services
e deliver the major transformation programmes

» establish a whole-government approach to transformation, laying the ground for
broader transformation across the public sector
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User status Turning 16 Moving to the UK 18+ and on a training course Working Low income Being self-employed Moving countries/working abroad Looking for \
' You begin to receive NI credits at age 16. ‘Noed an NI number to work ¥ You"o over 16 and on & govemment-approved  Whan you siart work you will begin maning NI You can receive NI crocits while receving . Whan seil amployed, thero are varous ways 1o 1 you work abroad you may pay NI i that W you are on job.
training course that lasts no longer than 1 year you ~ contributions: universal credit. draw an income. You pay ciass 2 NI through tax  which could make you elidgible for their state recaive NI crodit
M you start work at this point you may start (o pay can receive NI credits returns, or if set up as a Ltd. company you can  pension. You can also make voluntary contributions
NI contributions. Auto-envoiment now means many you wil start draw a minimum qualifying income plus dividends. 1o your UK NI whilst you are away.
f you ware sent on a course by Jobcentre Plus you  private pension pots through your warkplace when
will automatically receive NI credits, if you're ona  you start working. Everyone will come under Hf working abroad you might also take part in an
Jobcentre by 2018. Opt-out iternational workpiace of private pension scheme.
Plus then you need to apply for Class 1 credits by  thse currently covered by auto-enrolment are
writing to National Insurance contribuions and ~ quite low. At this point you can choose who you
Empioyers Ofice at HURC. want to inherit your pension pot when you die.
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James Brown

Lead product owner




Our Missions

Mission 1: The far future of retirement services

How can we deliver services that solves whole problems for users. Looking beyond
our current road maps and not constrained by organisational boundaries.

Mission 2: Critical challenges

Support our teams in realising their current visions, roadmaps and business cases,
and our emerging view of the far future.



What we did




Kicking off discovery

WE CAN EASILY FIND OUT
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We did research to understand
people’s journeys and experiences of
approaching, reaching and being
over State Pension.

"Unless looking for
things you're not
told about them"

S



Life events

Life
Events

Action/
Awareness/
attitude

Painpoints.

Starts
work

Reciroment foa5s
faralf, moce.
cencernaduseh

Has
family

busy when

and family

unable to work

ane contribute
e carng
for chidren

Changes
job

May
look into
planning

May have
lost track of
private
pensians

Parent
becomes il
(Becomes

informal carer]

May notbe
abie claim

parentiston

Doesnt get
NI credits
added to

SP pension

Reaches
55

Looks Into.
State Pension

fate to improve.

Gess & State
rsion
forecast but
notialred o
situtation

ety
teemindogy and
ot wound
eluntary K
rocis ant
Conacregoue

Passed
betwaen OWE
and HWRC s0

ghesup

Pre State Pension age

Semponk Starts Looks Divorced/
redundan work after Married/
i again grandkids widowed
Draw Not aware Partner
bt
private weamiion of looked
pensions s benefits/NI after
i lirsss -
early credits finances
May Pave been
Bostrealio Cosntreaies Daeans el spenireen
e uptosre o uptoce s# v todate anaorthiras
oy caim
benefit and
[
negatie
oxperance

Approaching
66

from benefits

Doesn't
realise has
to apply

66

Reaches
66

er
formeresuggar:

g e bt
sanpec
oty
re—
State
Pension first
payment is
delayed

be strugging

State Pension
onit's own
not enough

tolive on

e
ecomes Il
(becomes and
e
e
Receives g
‘Winter Fuel et st
it e
e B
sursto
May not
e sanamore
money i
automatically aut of savings

Post State Pension age

Unable to pay
rentor oillt
unexpected

expense

corredy apated

s ety
e spt forat
eheirbenstes
Eecaize of
securticicar:
3 cver e phone.

Widowed/ Becomes
divorced ill
Stressful time. Maybe.
Tots o1 struggliog with
wcertainty extra coss but
concarnad doesntwanta
absut finances Caser.
Pavrmage s
ot
francestergeod sy
wore s
Mg s
sceped
Uismpanered

May not get
increases
to benefits

Goes
into
hospital

Aoy b e
Tt b sy
[Fp—

Moves
house

May wart
be rearer
chidrenor in
sholteract

accomodatior.

Adult
children take

Goes
into
Care

Concerns
ataul going.
o

{systom and
the cost]

e to et
ather bl



Mapping journeys
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User needs and problems

Overarching user need: I need enough to live on so that I do not suffer hardship

Overarching problem: There is a significant number of people close to and over
State Pension age living in poverty

State Pension

age
m Pre State Pension age : Post State Pension age
1
As someone not yet State pension age, | need to have enough to live on when I'm older 1 As someone over State Pension age, | need to get the support | need when | need it.
1
User needs ! nees be able to make I need 1o not be. I need t know when If there's support I'm
fmess [0 eTuaC il ' Ineed 0 XNOWWNSE | need tounderstana f et @ KUy i o now! I my health or finances decline, | LW it
me, so that | have d here all ypor benefit, | need to get
il e and when | wil when| reach Scate  State Pension age and R State Pension age and not elighie or | "
enough ta fve cn now enouph e iveonat  will affect my pensions to claim ontime receiving will stop 10 do to get suppart o do to get support
AT et them Sla i g Pension. how | can getic when | can get it disagree. ot
Th from pension age can lead to peopl g Peopl de to nd by available As people age they are more likely to have multiple needs (illness, low income,
Problems P oz iateciite hardship before they can get it care) and struggle to get support

Across all DWP Services at any time

As someone needing to interact with DWP

User needs I need 1o be able to 1 need w oe confident
I linteract mith OWP iy, assistance if I Ineedtoundersand  trat everything is
that any problems o for el
support won' be taken Lot ! struggling to me
sl oW Tim encided o on time. vaaymna':ll:mhr e queies | Lell WP e on
't care for them and treats them with 2 - - . support People interacting with DWP on behalf of someone else experience difficulties
pici e o 5 with DWP right

which may mean they don't get the right support



How might we

User needs
If my health or finances decline, | If my health or finances decline, | If | become entitled to a
need to be able to easily get all need to know what support | can benefit, | need to get
the support | need get and when everything else I'm entitled
Problems As people age they are more likely to have multiple needs (iliness, low income,
care) and struggle to get support
Reach the most vulnerable people who are Help people who are unable to claim and
missing out? manage their benefits?
How might
we?
Make sure that when people's needs change, Make it simpler for people to get all the help

they get the right support? they need in any given interaction?



Idea generation

Use the how might
wes to generate a
large number of ideas

Sort

Group and theme the
ideas until we have a
number of projects we
want to investigate
and a vision for the
future of retirement
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Explore Conclude

Explore each project,
its value and the
appetite within DWP /
gov to address it

Have a plan / roadmap
for taking these
projects forward



|deation workshops



The transition from working age to pension age can lead to people
missing out and unnecessary hardship

Ensure people know what will happen at SPA and if they

heed £ do/anything? Prevent people from having gaps in their income?

Make sure people get everything they're entitled to at
the point of reaching SPA?

Get people the support they need as easily as possible
when they reach State Pension age?

People are made to understand and be aware of what support is
available before they can get it

Ensure all users get a clear outcome and no one is left
behind without knowing how to continue?

Make it so people don't have to seek out and
understand the support that's available?

Make it so people don't have to interact with lots of
organisations (inc. beyond DWP) multiple times to get
the support they need?

As people age they are more likely to have multiple needs (illness, low
income, care) and struggle to get support

Help people who are unable to claim and manage

Reach the most vulnerable people who are missing out? .
Peop i their benefits?

Make sure that when people's needs change, they get
the right support?

Make it simpler for people to get all the help they need
in any given interaction?
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Problem 1; The transitlon:from working age to pension Problem 2: As people age they are more likely to have Problem 3: People are made to understand and be aware

age.can lead'to people missing ouc and unnecessary multiple needs (illness, low income, care) and struggle to  of what support is available before they can get it
hardship get support
.
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We combined the ideas from each :@i
workshop removing any duplicates

We could get people the money and support they need by...




Greater I i
advertising / Reduc;’ng v;e increasing the
campaigns for e
benefits and henleﬁ‘sK and
applications
il suj rt
Changing the ppo! i
messaging around
benefits / after a change or
claimants Sk
Giving people the money
Reduce the number and they need quickly
Encouraging compl: of benefits and
Making people people to take Raising awareness and understanding pHcey
aware of their action to suppon

of support

current and
future situation

improve
retirement
situation

Going to where
Imprcvirg the people are and
signposting to assessing their
benefits and needs
support

Aligning and
simplifying the
rules and policies
around financial
support

Removing the
need to apply
Helping people better prepare for
later life Informing and
educate people
before they reach

Encouraging
people to
secure
additional
income
Engaging with
people early

Accommodation

Wild / Outside the box

Providing advice
50 people make
informed
choices

Enabling 3rd
parties to
Interact with
DWPon
someone's
behalf

Making it easy for 3rd

Sharing
information
with 3rd parties
(friends /
charity)

parties to help people who

need it

Boosting in
community
support

Only asking
people for
information we
need

Simplifying the process of getting support

Providing one
place for people to
go for help and

SUPPOTt across
DWP / gov

Allowing people to
do and access
things in the way
that suits them

Making the
process and
decisions of
applications
clearer

automatically
updating
support when
someone's
situation
changes

Enabling DWP/Gov

Reaching out to
those in
potentially
wulnerable
situations

staff / teams to
handile all possible
support queries

Regularly
reviewing
people's
circumstances

Sharing data with
other
organisations (x-
gov, NHS)

Making it easier
for people to find
and navigate the
support available

Targeting those
we think could
be missing out

Assessing
people's needs
holistically



Retirement planning All Pension Age support DWP spaces
(Start earlier)

Pension Age transition Identify and Partnership schemes Formal Informal

target people

Life stage/events Go where people are Empower/enable 3rd

parties and helpers -«
\
\
\
‘\ Check, Apply and

M
Ideas to explore further g
Metrics and DWP All in one
culture (Hide the plumbing) No dead ends
B, Payments
Faster accurate processing Minimum steps Simplification P -

and payments (Fix the plumbing) -

Auto-transitions Rolling application Opt-out of apply and Policy Business rules
changes



And that’s how came up with ways to So everyone is on hunkydory Island
improve people’s retirement now, right?

Right?



Challenges




Not greenfield
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Influence

Charities,
Private sector third parties, DWH HMRC Local
(Pensions, family te Pensi (National government,
financial advice) , Insurance, tax other gov bodies

and benefits) (Benefits, financial
& other support)

(Pre-State Pension age) Planning

(Post-State Pension age) Getting and managing
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Full team




How it’s going







Overall problem

i . Overall Service (whole journey)

Service/ Service/ Service/
Organisation Organisation Organisation
A > B » (03




State Pension age (66)

Working age Retirement/pension age

Low income
Universal Credit

D Y

Universal Credit - — — = = = = = = =P (if partner under
: SPa)
Income related Job
Seekers Allowance :
| C P Pension Credit
Disabled or ill ULl s :
Employment :
Support Allowance :
Personal e : :
Disability Premium 2 Renew PIP/
indepencence (Universal Credit) ¢ = =P Dlaes
Payment :
Disability Living : Attendance Disability Premium
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Increased well being
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Questions



