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FOI request reveals regional Pension Wise disparity: areas with more DC 
savers less likely to use the free and impartial guidance service 

 

• Freedom of Information request by Just Group reveals regional Pension Wise take-up 
• Defined contribution (DC) savers twice as likely to book appointments in Scotland, West 

Midlands and Yorkshire & Humber than in Northern Ireland, London and the North East 
• Modest numbers show using guidance is generally the exception, not the norm 
• DC savers risk becoming “poor relations” of defined benefit (DB) pension scheme members for 

consumer protection  

Pension Wise is delivering double the number of appointments to pension savers in some areas of the UK 
than others, but overall use of the free, impartial and independent guidance service is more the exception 
than ‘the norm’. 

New regional figures revealed by the Money and Pension Service (MaPS) suggest that that defined 
contribution (DC) pension savers in 2019-20 were about twice as likely to take a session in Scotland, the 
West Midlands and Yorkshire & Humber compared to those in Northern Ireland, London or the North East.  

Just Group, which submitted the Freedom of Information request to MaPS, said the figures provide more 
evidence of the low levels of savers using this service which is a key plank of consumer protection against 
scams and poor financial choices. 

“We estimate that in the area 
of highest usage, fewer than 
one in 33 DC pension savers 
eligible for a free guidance 
appointment take it up each 
year. In some areas it is more 
like one in 100,” said Stephen 
Lowe, group communications 
director at Just Group. 

“The figures, surprisingly, also 
seem to suggest that in areas 
where a higher proportion of 
the population has a DC 
pension, usage of Pension 
Wise is lower than the 
average – for example in 

 

 Pension Wise phone 

and face-to-face 

appointments* 

Estimated number of DC 

savers aged 50-65** 

Estimated Pension Wise 

take-up* 

Scotland 11,515 372,467 3.1% 

West Midlands 9,897 385,213 2.6% 

Yorkshire & Humberside 8,108 323,892 2.5% 

Wales 5,603 227,107 2.5% 

South West 9,784 432,746 2.3% 

North West 10,981 526,781 2.1% 

South East 17,665 850,951 2.1% 

East Midlands 6,566 372,885 1.8% 

East of England 8,927 524,581 1.7% 

North East 3,615 218,555 1.6% 

Greater London 7,465 608,375 1.2% 

Northern Ireland 1,803 148,716 1.2% 

* The table compares the number of Pension Wise appointments in each region (source: MaPS FoI 
2021) with **estimates for DC pension ownership among savers aged 50-65 in each region (source: 
FCA Financial Lives & ONS population stats) to assess usage of Pension Wise among the key 50-65 
age group.  
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areas such as the South East, the East of England and London.” 

He said the overall numbers are worrying because pension savers who have made use of the free, 
independent and impartial guidance offered by the government-backed service Pension Wise, are more 
confident than non-users about their ability to avoid scams and make good pension choices1.  

“The government has affirmed its desire to see use of Pension Wise become ‘the norm’ for everyone who 
is thinking of accessing their DC pensions,” said Stephen Lowe. “These new figures illustrate there is still a 
long way to go and use of Pension Wise is still very much the exception than the norm.” 

He said the ‘softly-softly’ efforts to safeguard DC savers’ outcomes are in sharp contrast to those in the 
defined benefit (DB) transfer market where most scheme members must take regulated financial advice 
and the government has recently taken action by banning contingent charging for that advice. 

“For every DB transfer there are about 13 DC pensions accessed for the first time by people who need to 
understand their options and make informed choices about how to use their retirement funds2. While DB 
pots may be larger, DC savings are still valuable to individuals and may make the difference between 
struggling for income on the State Pension and achieving an acceptable standard of living in retirement3.” 

Stephen Lowe said that concerns about scams and poor advice had led to rules being tightened in the DB 
market and that government and regulators now needed to anticipate emerging problems in the DC 
market, particularly among vulnerable and less financially confident pension savers. 

“We risk a two-tier system if we do not start to level up the DC safeguards towards the more stringent 
standards that exist for DB members. DC savers are entitled to free, impartial and independent guidance 
but too many don’t know about it or don’t understand how it can help them. The pensions framework 
needs to lead people right to it rather than relying on signposting and hoping they find their own way 
there.” 

There are more than five million DC pension savers aged 50-65 who face future choices about how best to 
use their pension cash to help financially sustain them through the retirement years. 

Research by the Financial Conduct Authority found only one in five (20%) DC savers aged 45+ had a clear 
plan about what they will do with their pension cash. In contrast, seven in 10 (69%) were either not clear 
what choice they would make or did not know they had to make a choice. 4. 

“Automatically booking DC savers onto their free Pension Wise appointments well ahead of them 
becoming eligible to start taking cash would help them understand the choices and give them more time 
to consider their options,” said Stephen Lowe. 
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Notes to Editors 

About Just  

Just (Just Group plc) is a FTSE-listed specialist UK financial services company.   

A leader in the individual retirement income, care and defined benefit de-risking markets, Just has been trusted to manage 
£23 billion of customers’ retirement savings and has helped customers release over £5.2 billion from their properties.  

Just provides the following wide range of products, advice and professional services to individual customers, financial 
intermediaries, corporate clients and pension scheme trustees: 

Marketed Products 

• De-risking solutions for pension scheme trustees who want to remove the financial uncertainty of operating 
defined benefit pension schemes; 

• Individually underwritten retirement income products delivering a guaranteed income for life; 

• Long term care plans that provide those people moving into residential care with peace of mind by knowing a 
regular payment will be made to the care provider for the rest of their life;  

• Lifetime mortgages for people who want to safely release some of the value from their home. 

Professional services 

• Regulated financial advice and guidance services for individuals wanting help in using their pension savings and/or 
releasing some of the value from their home; and 

• A range of business services tailored for our corporate clients, ranging from consultancy and software 
development to fully outsourced customer service delivery and marketing services. 

The companies within Just Group are authorised and regulated in the United Kingdom by the Financial Conduct Authority 
and / or the Prudential Regulation Authority. 
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