
Overview
A European government makes pension 
payments of £1.6 billion annually to over 
411,000 of its overseas pensioners, based in 
126 countries across the world. Its objective 
was to significantly improve the efficiency of 
its pension administration and tracing of its 
pensioners living abroad.

A major international bank, in partnership 
with Equiniti, became the government’s BPO 
partner, with Equiniti providing a proof of life 
solution to help it achieve its objectives.

The solution 
Equiniti managed the project end-to-end. 
The solution provided the bank with a fully 
customised campaign management system 
and business intelligence software for instant 
access to management information. Equiniti
was also responsible for verifying and 
validating the data as well as processing over 
411,000 proof of life forms.

Campaign management 
software
Working in partnership with the team from 
the bank across a number of locations, 
Equiniti developed a fully customised 
campaign management system within a 
tight three month timescale. As part of the 
outsourced service, Equiniti provided full 
infrastructure and hosting of the application, 
supported by a dedicated replicated disaster 
recovery provision at our secure data centre. 
Full support is provided to the bank, including 
out of hours emergency cover 365 days per 
year.

Database administration, 
scanning and printing
The data containing the details of the 
country’s 411,000 overseas pensioners was 
sent to Equiniti to be verified and validated. 
Equiniti liaised with third party print 
providers to print and mail the proof of life 
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forms. Equiniti scanned the completed 
forms, indexing the images on the campaign 
management system.

Utilising the system, the client was able to 
access the responses, forms images and 
associated data for analysis, reporting and 
data extraction.

Business intelligence 
software
Equiniti provided a fully integrated business 
intelligence solution that provided detailed 
management information to key stakeholders 
of the project. Staff based in geographically 
dispersed locations can access real-time data 
on any aspect of the project and are able to 
pull detailed progress reports instantly.



Contact centre facilities
The bank engaged with a multi-lingual 
contact centre to ensure that agents could 
answer and resolve queries in the callers 
native language. Equiniti deployed the 
campaign management system and provided 
on-site training to the agents to ensure 
that all interactions with the pensioners 
could be handled efficiently and recorded 
electronically. Agents were able to record 
all information relating to the proof of life 
documentation electronically, including new 
address details and requests for new forms 
which improved the efficiency of call handling. 
This information was extracted daily and 
passed to the bank for the preparation of 
pension payments.

The project required a fully customised proof 
of life solution to support their objectives. 
Key challenges to its success included:
     Developing the campaign management    
     system within a tight three month 
     timescale
     Managing and processing the scale and    
     volumes of forms
     Verifying and checking each account to 
     ensure that the granularity of the data
     was as high as possible to meet client     
     expectations

Benefits to the client
     More secure, efficient and cost effective  
     information sharing
     Faster, more efficient retrieval of online    
     versions of documents
     Reduced record management cost as the     
     information is more accurate

Project outcome
Equiniti successfully delivered this complex 
project within the rigorous pre-agreed 
service level tolerances. The project was
completed both on time and within budget.

About Equiniti
Equiniti is a market leading business process 
services provider. We support 2,000 of the 
UK’s leading businesses and public sector 
institutions, including around half of the 
FTSE 100. Our core capabilities are centred 
around complex administration and payment 
solutions including money transmission, 
administration and customer interactions 
delivered by 2,700 employees in 28 UK office 
locations. 

We are leaders in the share registration 
and pension services markets. We also have 
a strong presence in HR and employee 
benefits.  Equiniti is the private sector partner 
for the first mutual joint venture out of UK 
central government, MyCSP.
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Key facts:

3 months
to develop campaign software

411,000
pensioners mailed in 126 countries

£1.6 billion
in payments to pensioners to be 
protected from fraudulent activity


