
 

 

Meeting the needs 
of smaller employers
17th September 2015



A consultation  
on NOW: Pensions’  
auto enrolment proposition

Auto enrolment is at a turning point. Whilst nearly 5.3 million people have been enrolled  
to date, 97% of all UK employers are yet to reach their staging date. Only 54,000 employers  
have staged in the last three years, and we are expecting 1.8 million employers to stage 
before 2018.

Analysis from The Pensions Regulator shows that of these 1.8 million employers yet to stage: 

We’re now entering a period where the needs of these smaller employers are fundamentally different to those 
that have gone before them. Most small businesses do not have any in-house pensions expertise and they are 
less likely to have the help of an expert adviser. At best they may have somebody managing finance and payroll 
but many small business owners will be fitting auto enrolment around their other day-to-day responsibilities.

Research NOW: Pensions conducted in March 2015 with 269 employers yet to stage revealed that two in three 
(66%) don’t have an existing pension scheme while 8% have a stakeholder ‘shell’ scheme with no employees in it.

Two thirds (1.2 million) employ 
between one and four workers

16% (288,000) employ between 
five and nine workers 

17% (306,000) between  
10 and 49 workers

Percentage of employers yet  
to reach their staging date97%97%

66% 16% 17%



Auto enrolment has been very successful so far, but it is complex; even firms that have set up pension schemes 
before, and have the benefit of professional advice, have found it challenging. Smaller companies will 
undoubtedly need more help and support from us as they go through the staging process and on an  
ongoing basis. 

While we’ve invested heavily in automated systems and online training and will continue to do this to support 
clients through the process, improving the online journey, the vast majority want to talk to us and this  
over-the-phone help provides much needed comfort to employers. Over the past 12 months, we’ve handled  
tens of thousands of calls from clients and their advisers – and we expect this volume to increase tremendously 
over the next two years. 

To support the increased demand we anticipate from 
smaller companies, we’ve expanded the capacity in 
our client support team significantly. In November, 
we’ll be opening a second office in Nottingham with 
the creation of around 250 new jobs over the next two 
years. Many of the people we will be hiring will be 
dedicated to providing day-to-day help for clients 
administering their pension schemes.

When we entered the UK market in 2011, we came 
with a transparent and easy to understand charging 
structure and a commitment to accept every 
employer and every employee. According to research 
conducted by independent financial researcher 
Defaqto with 248 financial advisers in June 2015, 
over three quarters (77%) expect growing numbers 
of pension providers will not offer their auto 
enrolment schemes to businesses with fewer  
than 30 employees.

One in four intend to 
seek help from their 
accountant

One in ten will search 
the market and do the 
research themselves

One in six are relying  
on their existing 
scheme provider 

Just one in 20 plan to 
seek support from an 
independent financial 
adviser 

When it comes to selecting a provider for auto enrolment:

26% 12%16% 6%

250
new jobs | Nottingham
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NOW: Pensions is a UK occupational pension plan. Membership is only available through an employer, following 
satisfactory checks on the employer. This is written as a general guide only. It should not be relied upon as a 
substitute for specific professional advice. Please note, past performance is not a guarantee of future returns.
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We remain committed to keeping our doors open for everyone. We believe that a competitive market,  
where employers have choice, is a healthy market and needs to be maintained. But, we’ve been giving  
careful consideration to how we honour this promise on a sustainable, commercial basis.

We are therefore reviewing what we offer smaller firms and in January 2016 we plan to enhance our 
proposition to specifically meet their needs. This new proposition will have a monthly service charge  
of no more than £40 per employer per month for firms staging from 2016 onwards.

The exact level of the fee and the nature of the proposition is yet to be determined and as part of this,  
we will be consulting with employers and their advisers to give them an opportunity to tell us exactly  
what they want and need from us in the future.

Following initial conversations and anecdotal feedback, the new proposition is likely to include: 

Following initial conversations and anecdotal feedback, the new proposition is likely to include: enhanced  
online support such as screen share and live chat, longer contact centre opening hours and a named  
individual to support employers with any issues that may arise. 

The consultation will start on 17 September and close on 29 October 2015 and we will be running online 
surveys with employers, advisers and payroll bureaux together with face-to-face focus groups across the 
country. We will then report back on the findings before the end of the year. 

If you would like more information regarding how to get involved with the consultation please email 
consultation@nowpensions.com. 

We look forward to hearing your thoughts and working together to ensure the continued success of auto enrolment. 

Morten Nilsson 
CEO, NOW: Pensions

Seth

enhanced online support such  
as screen share and live chat

longer contact centre  
opening hours 

 

a named individual to support 
employers with any issues that  

may arise.

Can I help?
Seth, Adviser


