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INntroduction

u This report contains performance data for the Options transfers initiative in Q3 2009.
Options was developed by leading pensions and annuity providers, Origo and the ABI,
with the objective of transforming the Open Market Option (OMO) annuity and
Immediate Vesting Personal Pension transfer process.

u On 24th August 2009, the scope of Options was extended to cover additional ceding
products, and Pension to Pension transfers. This report provides an initial view on
Pension to Pension performance, covering data from 24th August i 30th September.

u Data showing Options aggregate performance for OMO/IVPP transfers is presented on
page 5, with individual provider performance data on page 6.

U A comparison of OMO/IVPP transfer performance, covering Q1, Q2 and Q3 2009, is
provided on page 7.

u Data showing Options aggregate performance for Pension to Pension transfers is
presented on page 8, with individual provider performance data on page 9.

U Details of provider and product coverage are available at
WWW.origoservices.com/options/providers. This will be updated as new providers join
the service and as new products are added.
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http://www.aegon.co.uk/footer/terms.htm
http://www.pruadviser.co.uk/content/57818/327837/327839/327841/327847/
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INndustry Average Ceding Performance
OMO/Z/IVPP Transfers

Industry average time from activation on Options to funds received by receiving provider

Source: = OpthI‘lS

U\ fom ORIGO

WIAIW. DI"iQDSEI‘ViCES.EU m © Copyright Reserved, Origo Services Limited 2009 ()RI(;I’ O
-"H'I.'E'*




Provider Performance
OMO/ZI1IVPP Transfers

Individual providers: Average time from activation on Options to funds received by receiving provider
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Performance Comparison
OMO/IVPP Transfers
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INndustry Average Ceding Performance

Pension to Pension Transfers

Industry average time from activation on Options to funds received by receiving provider
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Provider Performance

Pension to Pension Transfers

Individual providers: Average time from activation on Options to funds received by receiving provider
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Provider commments

AEGON: it A E G Gake delighted with the consistent improvement in transfer times through
Options as well as the performance of the new pension to pensions er vi ce. 0

Ross Wilson, Operations Manager

AVIVA:iAvi va are encouraged by the results for Q3.
end-to-end times from 18 days (Q2) to 16.6 days (Q3) and in September reduced this
further to 15.2 days despite seeing volumes increase with the launch of the pension to
pension transfer service. We strongly encourage all providers not using the service to join

as soon as it is practical for them to do so0.0

Mark Sinclair, Annuity Product Development Manager

AXA: A AXA/ Wi ntiscontmuimg to embed Options across its administration area and

we are encouraged with the initial results. We expect to see further improvements in
turnaround times as a result of the implementation of the Common Annuity Di schar ge. o
Shane Murphy, Life & Pensions Technical Manager

Canada Life: i C a n alLifeare pleased that the processes changes made during the middle

of Q3 are already improving turnaround times for OMO payments. Despite the small size of

our internal pension book, this remains a key area for us and we continue to work hard to

bring downourt i mescal es. 0

Peter Gould, Annuity Development Manager
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Provider comments (cont.)

The Co-operative Financial Services: The Co-operative Financial Services went live at
the end of September 2009 and initial results have been encouraging. We are pleased to
be part of an initiative that enables us to improve the service we provide to our
policyholders.

Daniel Hurley, Head of Pensions

Friends Provident:i Fri ends Provident i1 s pleased Options i
achieving its objective of better serving customers retirement needs. Our Q3 figures are

in line with our expectations and reflect the improvements that we have made to our

transfer process and subsequently an overall reduction in our transfer times."

Richard Saunders, Head of Customer Services Corporate

Just Retirement: A T hskability of the Q3 performance metrics is encouraging given the
current scope of Options. The reduction in transfer times already achieved has had an
important impact on the wider perception of annuities. Further gains can only further
assist this process. 0

Pam Day, Head of Group Customer Services
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Provider comments (cont.)

LV=: A T h@3 Options results continue to be encouraging. An enormous amount of
effort has gone in to widening the scope and the product provider reach this year
which will benefit a higher number of consumers going forward. o

Julie Sharp, Customer Experience Manager

MGM Advantage: i Op t i hmsenabled us to shave off vital time from our transfer
times and has resulted in us transferring funds in 6.1 days. The system has
alleviated the need for paperwork among participants, and the creation of the
Options Network has meant companies can communicate with one another much
more effectively. 0

Eyeedul Haque, Proposition Manager

Partnership: i T hprogress made so far is encouraging, especially as the challenge

has increased as new members have signedAup Opt
consistent level of service was achieved among scheme members for most of Q3. It

would be heartening to see continued improvement in transfer efficiencies over the

coming quarters. 0

Philip Brown, Head of Retirement & Care Product Development
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Provider comments (cont.)

Pearl Group: it P e &roup remains confident that processing improvements shall improve
by our involvement in Options. We now have all of our life companies participating in this
scheme and will work closely with our servicing centres and Product Managers to ensure
this improvement is passed ontocust omer s. 0

Susan Mclnnes, Customer Director

Prudential: i Op t i i®s making a very real difference and Prudential continues to be at the
vanguard of transfer time improvements. We have witnessed a step change over the last
12 months that many did not believe was possible, with consumers emerging as the real
winners. This initial success can still be improved upon and we encourage other companies
to sign up so that the industry can deliver speedier transfer times acrosstheb oar d. 0

Karin Brown, Director Annuities Business

Skandia: i Weare very pleased to maintain our high level of service, as the programme
has expanded. As more providers link to the service the increasing volumes illustrate how
Options is benefitting the adviser community and their clients, and the efficiencies it is

delivering.o

Adrian Walker, Retirement Planning Manager
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Provider comments (cont.)

Standard Life: A St a n dHea igsipleased to be part of the extended Options service
for pension to pension transfers, and that our performance is contributing to
improved transfer times for customers. Our performance for the original OMO/IVPP
service has also improved since Q2. Work continues to improve our speed of service
further over the remainderof 2009 . 0o

Ronnie Collard, Customer Services Director.

Legal & General: i L e g;aGeneral continues to focus on refining processes so that
annuities are set-up as soon as possible. We've seen a reduction of over 60% in the
average time we take from the application form being received and the annuity set-
up. As one of the original Options supporters, we will continue to work with other
providers to improve the process across all pension transfers, so customers and
advisers benefit from an improveds er vi ce. 0

Tim Gosden, Head of Annuities
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Contacts

i Ben Stafford, Policy Adviser, Retirement Policy, ABI
0 Ben.stafford@abi.org.uk
U 0207 7216 7465

0 Paul Pettitt, Managing Director, Origo Services Ltd
U pdpettitt@origoservices.com
U 0131451 5181
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