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I. Introduction 

 
For the purpose of jointly promoting improvements and amendments of the 
regulations that enable creating value in the pension industry, in conjunction with local 
associations, FIAP decided to prepare a survey that seeks to identify and share 
experiences in communications and advisory services provided by the pension fund 
managers, in order to improve the pension and financial culture of members, and 
thereby strengthen the relationship with them and contribute to the reduction of risk 
in the pension industry. The countries covered by the survey are: Bolivia, Chile, 
Colombia, Costa Rica, Spain, Mexico, Panama, Peru, Dominican Republic and Uruguay. 
 
It is crucial for FIAP to be able to share these experiences with its members, since the 
understanding of the functioning of the pension systems by workers, especially the 
individually funded programs, is vital for the fund managers to be able to achieve their 
commitment of providing their members with the tools required for optimizing 
replacement rates. The above provides the basis for the success of the individually 
funded programs.  
 
The document starts with an executive summary of the main results and conclusions of 
the survey. It subsequently presents a country-by-country description of the rules and 
regulations governing the issues of communications and advisory services, as well as a 
detailed account of specific actions taken by the respective professional associations, 
fund managers and other agencies for improving the pension and financial culture of 
members and strengthening their relationship with them.  It then discusses the 
experiences and lessons learned in matters of communication, education and advisory 
services, based on the opinion of experts who have written on these issues.  
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II. Executive Summary 

 
One of the main challenges faced in communications, education and counseling to 
workers in pension savings programs, is generating interest in the social security issues 
that are important for them. The main reasons that explain this lack of interest are the 
mandatory nature of savings, the intangible, long-term characteristics of the products 
and services provided by the pension fund managers, low levels of income and the 
complexity of pension, and especially financial, issues.  
 
The challenge is even greater due to the fact that savers in general have low or 
inadequate financial education. Furthermore, on many occasions the image and 
confidence of people in the pension industry is negatively affected by the statements of 
political authorities and the gaps between pension expectations and the benefits that 
members effectively receive. Although these gaps are mostly due to factors external to 
the operation of the pension system, technical authorities and fund managers can and 
must play an active role in improving the image of institutions and confidence in them, 
by strengthening long-term relationship with members, thereby contributing to an 
improvement in the results of the pension programs. 
 
Adequate long-term planning of communication, education and counseling activities, 
and their permanence over time, are vital for meeting these challenges. The 
background information and experiences reviewed during the preparation of this 
document show different ways of contributing to improving these activities, generating 
a change in the behavior of ǿƻǊƪŜǊΩǎ savings and convincing people of the importance 
of contributing to pension programs. 
 
In the field of communications, it points out the convenience of having people visualize 
their future in retirement in an entertaining and intuitive way, using vivid images. 
Existing technology, such as computerized simulations, can be used to advantage to 
portray the future more vividly for individuals, in an attempt to generate behavioral 
changes and a different attitude when visualizing possible effects on their standard of 
living and welfare in retirement, depending on whether or not they save. 
 
Another measure that can influence savings behavior is a change of emphasis in the 
main focus of communicating the obtained and projected results, and the counseling 
provided to savers. It is advisable to gradually progress from communications that 
emphasize accumulated balances and the returns of short and medium-term 
investments, to presenting the pension flows that workers can obtain at the end of the 
active phase, depending on their savings flows and other relevant variables. This way of 
showing the results of saving is more vivid than the accumulated balance, and focuses 
on the main objective of a pension system, namely the provision of pension flows. 
Many people who know their balance may think that it is sufficient, because the 
absolute amounts seem high for them and they stop saving, when in fact, if they were 



 

5 
 

informed of the amounts of monthly pension flows, they would not even consider it. 
Furthermore, with pension flows, it is much easier to calculate or estimate whether 
they will suffice for covering the cost of living and visualize what they will be able to 
have or purchase with what they are saving.  
 
This information must be complemented with education and guidance regarding the 
variables that are most important for pension results and the actions that can be taken 
by savers for obtaining the desired objectives.  
 
Some other recommendations given in different studies are the use of simple and 
appropriate language for the segment of people one is trying to reach, not including 
too many issues or messages that create confusion, and concentrating on the most 
important issues, such as the timely initiation of savings and the importance of 
regularly contributing throughout active life. 
 
On the other hand, there must be rules and regulations governing communications, 
advertising and promotion by the pension fund managers for informing members of 
the essential aspects of the pension programs, in a clear, simple, sufficient, comparable 
and timely manner, respecting their rights and obligations and the variables and 
ŘŜŎƛǎƛƻƴǎ ǘƘŀǘ ŀǊŜ Ƴƻǎǘ ǊŜƭŜǾŀƴǘ ŦƻǊ ǇŜƴǎƛƻƴ ǊŜǎǳƭǘǎΦ Lǘ Ŏŀƭƭǎ ƻƴŜΩǎ ŀǘǘŜƴǘƛƻƴ ǘƘŀǘ ǘƘŜǊŜ 
are no rules and regulations governing these activities in two of the countries surveyed: 
Bolivia and Spain. These issues are regulated in the rest of the countries, either in the 
law governing the individually funded pension systems, or through other laws or 
secondary legislation. 
 
It is also important to not generate over-expectations about the benefits that the 
savings programs can provide, and involve people in the construction of their pensions. 
In Chile, for example, members expect replacement rates equivalent to 70% of their 
last monthly income, when in fact existing contribution rates and legal retirement ages, 
together with the evolution of returns and interest rates and the effective contribution 
behavior of members, make it unlikely that  these levels of replacement rates will be 
achieved in the long-term. The goals must be realistic, and it is important to clearly 
explain to members the main factors affecting expected savings results, the measures 
that can be taken to increase  benefits and the consequences of not saving an 
appropriate amount in a timely manner. 
 
Another lesson learned is the inconvenience of waiting for problems to arise before 
reacting to a crisis, instead of defining long term communications, education and 
counseling policies and strategies, regardless of the actions that may be necessary for 
dealing with these crises. 
 
Efforts must be coordinated between regulators, supervisors and fund managers, for 
achieving synergies and strengthening the credibility and confidence of savers in the 
institutions. The attitude of the authorities, regulators and other agencies can have a 
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significant bearing in these matters. Several of the countries surveyed are carrying out 
a variety of different activities together with the authorities, such as, for example, 
participation in round tables on pension education (Chile) and the establishment of 
agreements with public agencies for education in matters such as economics, finance 
and the promotion of pension savings (Mexico and Uruguay). These types of alliances 
are also entered into with universities and student centers (Mexico, Dominican 
Republic, Uruguay), business organizations (Mexico), groups/organizations that are 
responsible for education and financial inclusion (Peru), several kinds of foundations 
(Uruguay), non-profit organizations that contribute to the education of young people 
(Uruguay). The testimonies of opinion leaders can also help to improve the credibility 
and reputation of the different institutions involved in the pension industry. 
 
In the field of financial education, the implementation of programs among different 
segments of the population is certainly useful, given the low financial education of the 
average worker, people enrolled in pension programs and the public in general.  The 
complexity of social security and financial issues for the average member, and the long-
term nature of pension savings, require ongoing efforts and continuity, because one-off 
initiatives can have positive effects, but they are quickly diluted. In order to generate 
an effective long-term impact, financial education should also be included in basic, 
secondary and university education. Some specialists argue that compound interest is 
at least as important as trigonometry for students. 
 
The application of ongoing education programs from an early age and with long-term 
planning, requires the joint action of authorities and fund managers and the provision 
of the necessary funding. The review of the existing situation in the different countries 
studied shows that Chile is the only country with rules and regulations governing the 
financing of pension education, and the Dominican Republic is the only country in 
which the law makes it mandatory to include social security in the curriculum. 
 
It is also important to review the education programs that have been implemented. 
The existing evidence does not provide sufficient proof that the financial education 
imparted to date has significantly improved savings results. However, numerous 
studies show a minimal effect of financial education on the financial decisions adopted 
by individuals.  
 
Experience also suggests that the most successful financial education programs 
alternate the use of macro penetration tools, such as, for example, television 
campaigns focusing on workers close to retirement, and attention to the specific needs 
of target groups. Example: financial education for the construction of a pension. 
 
In all the countries studied there are mass media plans, and advertising spots on TV, 
radio, newspapers, etc. In some of these countries, such as Chile, Colombia and 
Mexico, major pension and financial education campaigns, or general communications 
campaigns, have been conducted, aimed at workers, leaders of opinion and decision 
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makers. It is also interesting to note some of the instruments used for reaching the 
segment of younger workers, either through campaigns, newsletters specifically 
directed at them, campaigns in alternative media, partnerships with universities, 
participation in employment programs and urban intervention actions. 
 
Additionally, different types of training programs are being implemented in schools, 
universities and other entities in several countries, such as e-learning courses on the 
functioning of the pension system for students (Chile); training schools for advisors and 
promoters (Colombia, Costa Rica); inclusion of  pension and social security issues in 
curricula (Costa Rica, Dominican Republic); formative/informative workshops aimed at 
investors (Spain); academic research conferences, in partnership with agencies of the 
financial sector and universities (Mexico); interactive economy and finance exhibitions 
with the participation of the fund managers (Uruguay); AFP 
courses/workshops/programs aimed at stakeholders in companies, universities and 
other agencies (Peru, Dominican Republic). 
 
Other topics widely discussed when analyzing individually funded pension systems are 
the responsibility that is transferred to members for making decisions for which they 
may not be adequately prepared, the freedom they should have for adopting these 
decisions and the role of the authorities and fund managers in guiding and advising 
members.   
 
Given the low average financial education of members of pension programs, some 
experts suggest that it would be convenient to restrict their freedom of choice in order 
to avoid them making mistakes that could cause them significant losses in their pension 
results. Other specialists state that freedom of choice is a fundamental principle of the 
individually funded contributory systems, and that it is possible to safeguard the right 
of members to choose between different alternatives and at the same time improve 
their pension situation and well-being, by better defining the 'architecture' of decision-
making, which can be very helpful and is relatively cheap. Such measures are 
complementary to financial education policies, strategies and actions. 
 
An adequate architecture entails providing a structure for complex decisions, carefully 
defining the options applicable by default.  One must bear in mind that, even when 
there are other alternatives, experience shows that the majority of workers ends up 
choosing the default options. Workers make mistakes in the absence of good 
architecture, because most of them know little about the characteristics of pension 
plans, especially investments, which exposes them to making mistakes that could have 
significant effects on the results of the savings process. Feedback must be provided to 
savers, but not too frequently, because it can be counterproductive. For example, 
repeating information on investment results too often may increase the fears of savers 
regarding market fluctuations.  
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Other elements of the architecture and design of pension plans can contribute to 
better outcomes for members. For example, automatic enrollment in voluntary savings 
plans has increased the participation of workers, and automatic scaling has increased 
savings volumes. 
 
Furthermore, automatic enrollment and the definition of default options have 
increased investments ƛƴ άtarget-date funds" ("investment funds tailored to the 
retirement date"), which, together with the management contracts for third party 
accounts, have simplified the decisions of savers. The "target-date funds" have 
contributed to improving investment results, due to the impact on the investment 
structure, diversification and the restructuring of portfolios. The evidence also suggests 
that returns are higher when clients leave investment structure decisions to 
professional fund managers ("do it for me"), as occurs in the "target-date funds" or 
third party account management contracts, in comparison to the alternative in which 
decisions are made by the clients themselves.  
 
These design and architecture elements, together with the implementation of simple 
and easy contribution mechanisms and the incentives granted by employers and the 
State ("matching"), are the determining factors that affect the participation of 
dependent workers in voluntary pension plans. 
 
Finally, it is important to pay attention to the trends in service models and their 
implications for communication, education and counseling. These models are 
increasingly focused on the web, social networks and applications for mobile devices 
(smart phones, tablets). Access to the latter is growing even faster than what happened 
with the web. Most of the countries studied, either through the trade associations or 
the fund managers themselves, have moderate to active involvement for disseminating 
the characteristics of the pension system through social networks and providing 
information of interest to workers, or for announcing the communication campaigns 
that are carried out. Social networks such as Facebook (Chile, Peru, Uruguay), Twitter 
(Chile, Colombia, Mexico, Peru, Uruguay), YouTube (Chile, Colombia, Peru, Uruguay) 
and LinkedIn (Uruguay) are used. 
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III. Results of the survey by area 
 
Table No. 1 contains the main information that was collected from the replies 
received. The results are described by area below. 
 
A. Rules and regulations governing communications and counseling 

 
V There are no rules and regulations  governing these activities in two of the 

countries surveyed: Bolivia and Spain. These issues are regulated in the rest of 
the countries, either in the law governing the individually funded pension 
systems, or through  secondary legislation. 

V The only country in which the regulations in force are stipulated within a 
general framework law governing the financial system, is Colombia. The 
Financial Reform Law of July, 2009, included rules and regulations governing 
financial matters, insurance and the stock market, based on which decrees have 
been issued  that are directly applicable to financial consumers in the private 
pension fund system, in terms of duties, rights, and training programs. In 
Uruguay, although the rules and regulations in force are not derived from a 
general framework law, as in Colombia, they do directly address something 
similar within the private pension system, namely "protection of the user of 
financial services." 

V The rules applied to these issues refer to "Advertising" in four countries: Chile, 
Costa Rica, Mexico and Panama. 

V The applicable rules are closely related to the information that must be 
provided to members in four countries: Chile, Costa Rica, Mexico and Uruguay. 

V Only in Peru do the rules and regulations contain a specific item governing 
counseling to future pensioners.  

V Only  Chile has rules and regulations governing the financing of pension 
education. 

V Only in the Dominican Republic does the law make it mandatory to include the 
issue of social security in the curricula. 

 
 
 
 
 
 
 
 
 
 
 
 


