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Welcome to The Retirement Account Dashboard User Guide 

We provide a number of online tools that can save you time and allow you to provide a more streamlined service 
to clients.  

 

The Retirement Account Dashboard allows you to: 

 

+ Create, store and easily find quotes 

+ Submit applications online and track progress 

+ Set up ad-hoc crystallisation, ad-hoc income and manage regular income drawdown  

+ Track the value of your clients’ investments 

+ Manage the investment strategy of an individual client, set up or change any auto-rebalance rules (monthly, 
quarterly or yearly rebalance) or conduct an ad-hoc rebalance  

+ Switch funds  

+ Access customer documentation online  

 

Model Portfolio Manager 
 

Our Model Portfolio Manager tool allows you to create, amend and close model portfolios, assign and 
remove clients from a model portfolio, perform ad-hoc rebalances or set up regular auto rebalances 
for individual clients. 

 
Fund Research Centre 

 
Our Fund Research Centre, built in partnership with Morningstar, allows you to compare fund options 
and undertake detailed fund analysis. 

 
 

This guide details the key system processes and provides extra information where necessary. 
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The Retirement Account at a glance 

The Retirement Account is a pension and retirement solution designed specifically for its flexibility to 

adapt to a client’s evolving needs, whatever stage of life they’re at. It’s unique in enabling a true 

blend of guaranteed income and drawdown coupled with an extensive investment proposition. 

This SIPP solution is simple, allows clients to consolidate funds, make regular contributions, 

accumulate Pension Savings and seamlessly move into Pension Drawdown or access a guaranteed 

income when the time is right. 

The guaranteed income element provides potential tax advantages. If income is no longer required, it 

can be retained within the tax wrapper with no tax payable until the income is withdrawn. In addition, 

on death after age 75, beneficiaries can maintain control of benefits, which allows them to manage 

income in the most tax efficient way.  

It’s suitable whether clients are still working, close to or at retirement. All backed by the financial 

strength, reliable service and technical expertise of Canada Life. 
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What you can and cannot do with the Dashboard 
 

The Dashboard is a Canada Life Platform tool on which The Retirement Account is the first product 

to be made available. More tax wrappers will be added to the platform thereby allowing advisers and 

their clients to benefit from future enhancements as the platform proposition evolves. 

 
The Retirement Account is a flexible pension solution design to suit the majority of client needs. The 
product can accommodate a very wide range of scenarios, some of which are not available via the 
Dashboard, in which case you will need to contact us directly in order to arrange a quote 

 
What you can do with the Dashboard: 

The Dashboard currently facilitates: 

• Transfers of uncrystallised or crystallised funds accepted 
o Pension Savings – specify multiple transfers from existing uncrystallised Pension 

Savings plans, or 
o Pension Drawdown – specify a single transfer from an existing crystallised Pension 

Drawdown arrangement 

• Pension Contributions – make regular and one-off pension contributions including 3rd 
party and employer contributions in addition to Pension Savings transfers 

• Partial, full and regular crystallisation options – you have a full range of options 
available for the crystallisation of Pension Savings plans including phased drawdown 
capability  

• Taking Income – select tax-free or taxable lump sums and regular drawdown income 

• Purchase a Guaranteed Annuity Income – use some or all of your crystallised funds to 
purchase a Guaranteed Annuity income 

• Investments – set up bespoke investment strategies, utilise auto-rebalancing to stay within 
portfolio objectives and risk parameters or view current holdings for existing accounts 

• Manage the investment strategy of an individual client, and set up or change any auto-
rebalance rules (monthly, quarterly or yearly rebalance) or conduct an ad-hoc rebalance  

• Process an ad-hoc rebalance 

• Move money into cash – move money from other investment into cash  

• Buy funds from cash – buy investment funds from cash  

• Switches – process a fund switch Fund values - track the value of your clients’ 
investments 

• Document store – access key client documentation online 

• Customer login functionality– Clients can now login to the customer version of the 
dashboard to their account valuation, fund choices and payments in and out.  

 
What you cannot do with the Dashboard – please contact us for a quote: 

There are other situations beyond those covered above where we can accept funds but where 

you’ll need to contact us directly in order to obtain a quote, these include: 

• Multi-arrangements – if your client wishes to transfer more than one existing Pension 

Drawdown arrangement, or a mixture of uncrystallised Pension Savings and crystallised 

Pension Drawdown arrangements, then each has to be set up as a separate arrangement in 

The Retirement Account. We can facilitate this but it requires us to provide the quotes 

• Large cases above LTA – if your client has breached or would breach the lifetime allowance 

• Annuity Quote over £500k – annuity quotes are available via the Dashboard but if the 
purchase amount is over £500k please contact us in order to guarantee the quote 

• Disqualifying Pension Credit – if your client has a pension credit transfer from previously 

crystallised funds (i.e. from a divorce settlement) and so no tax-free cash is available 

• Age 50-55 crystallised funds – if your client is aged between 50 and 55 and wishes to 

transfer an existing Pension Drawdown arrangement or crystallise a Pension Savings transfer 

where permitted by HMRC rules. 

 
See the Contact Us section of this guide (page 101) for details of how to arrange a quote in these circumstances. 
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When we are unable to supply a quote 

There are also some situations where we will be unable to supply a quote: 

• Partial and/or regular crystallisations with one-off contributions – if your client wants a 

quote that includes a single contribution then you will be unable to quote for a partial or 

regular crystallisation; these could still be arranged by us with an initial contribution followed 

by crystallisation after the policy has commenced or vice versa. Please contact us for the best 

way to do this. 

• Under 50 crystallised funds – if your client is under 50 we will be unable to accept any 

Pension Drawdown transfers or crystallise a Pension Savings transfer or contribution. 
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Dashboard Home Screen 

 
The Dashboard home screen is the first screen you will see when you login. From here you can 

access both previous quotes and existing Retirement Account policies. All existing client quotes, both 

complete and in progress, will be available here and you can use the search functionality to find 

individual cases. 

There are shortcut links in the red bar on the left hand side: 

• Dashboard – click at any time to return to the Dashboard home screen. 

• New Quote – start creating a new quote. 

• Fund Research Centre – opens the Morningstar Fund Research Centre in a new screen. 

• Model Portfolio Manager – a link to the tool if you have registered for access. 
 

 

 
 
 

Click on View All Quotes to see all available quotes for this client or use the shortcut link in 

the Last Quote column to access the most recent. 
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Adviser screens 

As you proceed through the quote and application journeys the key information will be presented to 

you in a consistent format – here is a quick guide to the screen layout: 

 Shortcuts  Provide access to the main Dashboard screens; these will always be 

available to you wherever you are in the journey. 

 Quote Summary An overview of the quote details entered so far are provided in the grey box. 
 

Progress Bar           Provides a progress update and can be used to navigate to previous screens. 

All adviser actions and inputs will be clearly labelled in white boxes. Fields 

marked with * are required fields and must be completed before continuing to 

the next screen. 

 Screen Summary Summary positions for each screen are shown in blue boxes. 

  Back   &   Next Navigate to the next screen once you have completed a section, or go back 

and review information on a previous screen. 

 
 
 

Adviser Inputs 
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Creating a New Quote 

 
Here we will provide guidance to help you produce a new quote. The screens and options presented 

will vary depending on the specific circumstances of your client. 

 

 
Contents: 

• Client Details 

• Payments In 

• Adviser Charges 

• Payments Out 

• Payments Out – Guaranteed Annuity 

• Payments Out – Choosing Annuity Income 

• Investments 

• Quote Actions 
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Quotes | Client Details 

 

 Click the New Quote shortcut in the red bar on the left-hand side to start a new quote; the Client 

Details screen will open. 

Provide the relevant client details here: full name, date of birth and gender. 

If your client is under 55 then you will also be asked to provide a retirement age; this will only be used 

for illustration purposes. 

 

 

 
 
 

Required fields – any fields marked * are mandatory fields and must be completed 

before continuing to the next screen 
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Quotes | Payments In 
 

Enter the funds to be transferred. There are two tabs to choose between: 

• Pension Savings: These are funds arising from uncrystallised pension transfers or 

contributions. You may specify up to ten such transfers from your client, optionally adding 

single or regular contributions from the client or a third party, and also employer contributions. 

 
• Pension Drawdown: These are crystallised funds being transferred from an existing 

drawdown arrangement. You may only specify a single such transfer. 
 

Pension Savings 

Enter the details of each transfer and add additional transfers as required. If the provider is not listed 

use other from the dropdown list to make an entry; if the provider is not known please use unknown. 

Investor Contributions – you may specify contributions from either your client or a third party (but 

not both). Amounts are NET of UK basic rate tax relief and the GROSS amount is then calculated. 

Employer Contributions – these are not subject to tax relief so are entered as GROSS amounts. 
 

 

Please note only one tab can be completed per client and if you move between tabs you will 

lose all inputs on that screen; if your client wishes to transfer both Pension Savings and a 

Pension Drawdown arrangement then contact us directly to arrange a quote. 

Employer/Third Party contributions - additional paper application forms are required for these 

even where a case is submitted online; these forms are available on our website  

https://www.canadalife.co.uk/document-library/?productName=The%20Retirement%20Account&Solutions%5b%5d=Retirement&Categories%5b%5d=Policy%20Management%20%26%20Servicing&TypeOfDocuments%5b%5d=Form&includeAdviser=true&limit=15&offset=15
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Pension Drawdown 

This tab is for crystallised funds being transferred from a single drawdown arrangement. 

Select the fund provider and transfer amount. If the provider is not listed use other to make a manual 

entry; if the provider is not known please use unknown, although note this information will need to be 

provided should the quote proceed to application stage. 
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Quotes | Example T1 – Uncrystallised Pension Savings Transfer 

Your client wants to transfer £150k and £80k from two Pension Savings plans with ongoing regular 

contributions – Use Pension Savings 

Add Uncrystallised Transfers - Enter the fund providers and amount to be transferred from each. 

One-off Contribution - There are no one-off contributions so leave this section empty. 

Regular Contribution - Enter the details of the regular contributions; in this example the client has 

employer contributions of £300 per month and will also make personal contributions of £200 per 

month. The personal contributions are entered net of UK basic rate tax relief. 

Investor Contribution Escalation – if you select this we will assume that any regular investor 

contributions made by either the client or a third party will increase in line with RPI. 
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Quotes | Example T2 – Crystallised Pension Drawdown Transfer 

 

 
Your client has a drawdown policy of £450k that they wish to transfer – Use Pension Drawdown 

Add Crystallised Transfer - Enter the fund provider and amount to be transferred. 

You may only specify one Pension Drawdown Transfer, contact us if your client has more than one 

arrangement which they wish to transfer. 
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Quotes | Example T3 – Pension Savings and Pension Drawdown 

 
Your client has a £100k uncrystallised Pension Savings pot, a separate £200k Pension Drawdown 

plan and wishes to transfer both. 

Please contact us to arrange a quote – see page 101 for contact details. 
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Quotes | Adviser Charges 

 
Enter your required adviser charges here. 

Select £ or % amounts in the Initial Fee and Ongoing Fee boxes. If the client has regular contributions 

then you will also be presented with the option to apply a Regular Contribution Ongoing Fee (% only). 

Leave any boxes empty if there are no applicable charges. 

All adviser charges should be agreed between you and your client and we will request confirmation 

that the client has approved these if you proceed to application. 
 

 
 
 

Ongoing Fee 

If select £ - the amount is a monthly £ charge. 

If select % - the amount is applied as an annual percentage, but collected monthly. 

Ongoing charges apply to investments excluding any funds invested in a Guaranteed Annuity. 
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Quotes | Payments Out 

 
Select from a range of options specific to your client including crystallising funds for tax-free cash 

now, initial withdrawals, regular tax-free or taxable income, regular crystallisations and securing 

income via a Guaranteed Annuity. 

Crystallisation Options – these options are available for Pension Savings transfers, if over 55: 

1. Nothing - Select if your client does not want to take any tax-free cash or other benefits now. 
2. All of my fund - Select to maximise the tax-free cash now. This option allows all remaining 

funds to be available for taking taxable income and or buying a Guaranteed Annuity. 
3. Part of my fund - Select if your client wants to take some tax-free cash now but also leave 

some to take later. If you have an amount of Guaranteed Annuity income in mind you would 
need to crystallise enough to purchase it. 

4. Regularly crystallise - Select if your client wants to set up a drip-feed drawdown schedule 
for regular tax-free income; this is in addition to all of the options available in 3  above. 

Taxable Lump Sum – Enter the amount the client wishes to take as an immediate lump sum in 

excess of any tax-free lump sum already chosen. 

Income from Drawdown – Select the amount and frequency of taxable income the client wishes to 

take from their crystallised funds including any requirements for a Guaranteed Annuity income. 
 

One-off pension contributions – if transfers include a one-off contribution then we are unable 

to quote for partial or regular crystallisations; these options will not be presented, though we 

can process them separately, please contact us for the best way to arrange. 
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Quotes | Example O1 – Maximise tax-free cash 

Your client has total Pension Savings of £250k and wants to maximise their tax-free cash lump sum - 

Select All of my fund. 

When choosing the tax-free lump sum click MAX 25% to populate with the maximum available, this is 

the default setting so should already be selected. To specify a lower amount click AMOUNT. 

The client does not wish to take any further taxable lump sum or set up a regular income payment so 

leave these empty. 
 

 

Tax-Free Cash – if the maximum tax-free cash available is not taken now the remainder 

CANNOT be taken at a later date. If a lower tax-free amount is required then you can select to 

crystallise part of the fund and set the crystallised amount to be 4x the amount of tax-free cash 

required, see Example O2. 
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Quotes | Example O2 – Partial crystallisation 

Your client is transferring a £500k Pension Savings pot. They would like to take £50k tax-free cash 

now and so will crystallise £200k in order to realise this; more tax-free cash is able to be taken from 

the remaining £300k at a later date - Select Part of my fund. 

Enter the amount to be crystallised, i.e. £200k, in the Initial Crystallisation Amount box. 

Select MAX 25% to take the full £50k available tax-free cash, this is the default so should be pre- 

selected. There are no other lump sum or income requirements so leave these empty. 
 



21  

 

Quotes | Example O3 – Taking a regular tax-free income 

Your client is transferring a £500k Pension Savings pot, would like to receive a regular tax-free 

income of £1k each month and also take £25k tax-free lump sum now - Select Regularly crystallise. 

Input the amount to be crystallised in the Regular Crystallisation box and select the frequency, e.g. 

£4k and monthly in order to generate £1k tax-free cash income; other frequencies are available. 

For the immediate tax-free cash lump sum enter £100k in the Initial Crystallisation Amount box and 

select MAX 25% to generate a £25k tax-free cash lump sum. There are no further income 

requirements so leave the remaining boxes empty. 
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Quotes | Example O4 – Take drawdown income from crystallised funds 

Your client is transferring an existing £450k drawdown arrangement and wants to take a regular 

income of £1.5k a month. 

In this scenario the crystallisation options presented in examples O1, O2 and O3 will not be shown on 

the screen as this is already crystallised money. 

The client does not require a taxable lump sum so leave this empty. 

Select the payment frequency as monthly and then input the required payment of £1.5k in the Income 

received box. The yearly income this generates is shown in the Yearly Income Summary. 
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Quotes | Payments Out – Guaranteed Annuity 

Your client may use some or all of their newly crystallised pension or existing drawdown funds to 

secure a guaranteed amount of income. Please respond Yes to the question ‘Do you want to use 

some or all of your funds to purchase a Guaranteed Annuity?’ in order to gain access to the 

Guaranteed Annuity income options. 

Click Annuity Questions to open the Annuity Options screen where you will be able to enter further 

details around the type of annuity required and to assess the eligibility of your client for an enhanced 

annuity. 

Once the Annuity Options screen is complete you will return to this Payments Out screen and be 

able to choose an appropriate level of income or purchase amount – please see the next section for 

details on completing the Annuity Options screen. 
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Quotes | Annuity Options 

This screen will open after you have clicked Annuity Questions. 

Enter client details and select the type of annuity benefits required. 

If your client has any medical conditions and or wishes to submit lifestyle information in order to be 

considered for a potentially higher annuity income then click Enter medical details to open the 

medical conditions screens. 

It is not essential to provide medical conditions information however you may be missing out on a 

higher income if you do not. If your client does not wish to provide medical or lifestyle data then click 

Return to Payments OUT to return to the previous screen where you will be provided with an annuity 

quote based on the information provided in the Annuity Options screen. 
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Quotes | Medical Conditions 

Enter any medical conditions for your client that they wish to be included in their assessment for a 

higher income. 

The Lifestyle and Activities of Daily Living screens must be completed for all cases as a minimum 

requirement before any medical conditions can be taken into consideration. 

You should complete these two screens first, when they are completed you may provide as much 

relevant information regarding other conditions as you deem appropriate. Select each condition from 

the list on the left to enter information for that condition. 

 Save & Exit - press this button once you have finished entering all medical information in order to 

save your data and return to the Annuity Options screen. You only need to press this button once 

after you have completed all the medical condition screens relevant to your client – you DO NOT 

need to Save & Exit after completing each condition. 

 Exit without saving - this button is only available on the Lifestyle page until such time as that page 

has been completed; if you press this button you will be returned to the Annuity Options screen and 

no medical information will be considered for the annuity quote. 

x Remove this condition - this is available on each of the condition screens. You do not need to 

access each condition screen but if you do click on a screen then you will be expected to complete it. 

Use this button if you click on a condition and then want to remove it from consideration. 
 

 

 

Please note it is not essential to complete these screens and you may exit without saving and 

still obtain an annuity quote; however, if you do not supply complete medical information then 

your client may be missing out on a potentially higher income. 
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Quotes | Payments Out – Choosing Annuity Income 

Having completed the annuity details a guaranteed income can be chosen. Your client may specify: 

• all of their drawdown funds to invest in the annuity – the guaranteed income is then calculated 

• a proportion of their funds to invest in the annuity - the guaranteed income is then calculated 

• a target level of income - the purchase price is then calculated if sufficient funds are available 

Income Options – the actual income taken does not need to be the same as the annuity income 

generated; choose to either reinvest some in the drawdown account or top up with payments from 

drawdown funds. There are two options available here: 

• the same – the client will only take all of the annuity income as a regular income. 

• a different amount – choose this to select a different level of income: 

- Less – some of the annuity income will be retained in Pension Drawdown (this is paid into 
the cash account; use auto rebalance on the investment screen to reinvest). 

- More – extra income will be taken from the drawdown fund that remains; if you have used 
all drawdown funds to buy the annuity then you cannot select a higher income. 
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Quotes | Example A1 – taking all of the annuity as income 

Your client has £500k in their Pension Drawdown and will use half of this to purchase a Guaranteed 

Annuity. They would like to take all of the annuity as income and leave the rest of their drawdown fund 

untouched. 

Having completed the Annuity Questions select the second option Specify how much of the fund 

to invest and input the required amount of £250k in the Purchase amount box. This will generate an 

annuity income amount at the chosen frequency (e.g. monthly). 

Select the same in order to take this amount as the client’s income. Your client will receive an amount 

exactly equal to the annuity income and all other funds will remain invested. 
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Quotes | Example A2 – taking annuity income and topping up from drawdown 
funds 

Your client has £500k in their Pension Drawdown and will use half to purchase a Guaranteed Annuity. 

They would like to take £2k a month as income so will use all of the annuity and top it up with regular 

payments from their remaining drawdown funds. 

Select the second option specify how much of the fund to invest and input the required amount of 

£250k in the Purchase amount box. This will generate a guaranteed annuity income amount. 

Choose a different amount and input the total income the client would like in the Income received 

box i.e. £2k; payments will be taken from the client’s drawdown funds in order to bridge the gap 

between the Guaranteed Annuity income and this higher income received. If the drawdown funds 

become depleted then the client will continue to receive all of the Guaranteed Annuity as income. 
 

 

Escalating annuities – income amounts are initial income, this will increase in line with any 

annuity escalations if selected and all increases will be added to the received income. 
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Quotes | Example A3 – reinvesting some of the annuity income 

Your client has £500k in their Pension Drawdown. They would like the security of generating a 

guaranteed income of £2k a month but do not necessarily need it all just yet and prefer to take a 

smaller regular income of £1k a month saving the rest with their remaining drawdown funds. 

Select the third option specify the annuity income amount and input the required level of income of 

£2k in the Income amount box. The purchase amount is then calculated. 

Choose a different amount and input the total income the client would like in the Income received 

box i.e. £1k; the remaining £1k will be saved in the cash account and available for investment. 
 

 

Auto Rebalance – Use the Auto Rebalance feature available on the investment screen to 

automatically reinvest this retained Guaranteed Annuity income in line with your investment 

strategy; alternatively contact us to set up an investment instruction. 
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In this screen you can set the initial investment strategy for your client. Matching or different strategies 

can be set for Pension Savings and Pension Drawdown; these will be clearly segregated as: 

• Pension Savings: These are uncrystallised pensions savings only 

• Pension Drawdown: These are crystallised benefits now in a drawdown arrangement 

The Retirement Account enables your clients to invest in any combination of three fund ranges. Each has been 

constructed using a different approach. Taken together, they ensure plentiful solutions for almost every investor’s 

needs. 

 
 

 
The process for selecting funds and setting the strategy is the same for both Pension Drawdown and Pension 

Savings: 

 

• Select funds you would like to consider investing in 

• Use the Morningstar Fund Research Centre to research funds in more detail. 

• Use four filter buttons (Core, Governed, Extended or All-Insured (Core + Governed )) to help shortlist 
options from the available fund changes: 

 
• Select allocations 

o Cash is always available as an option though it is not a requirement for any strategy. 

o You do not need to allocate to every fund but please ensure total allocation is 100%. 

• Set auto rebalance frequency if required 

o Asset splits are rebalanced automatically to the target profile at chosen frequency. 
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Quotes | Investments 

 
• Copy strategy buttons 

o If there are both Pension Savings and Pension Drawdown then there are two buttons 
that allow you to automatically copy across your strategy from one to the other. 

o If you want to use the same funds in both but with different proportions, a simple 
approach is to select a list for one, then copy to the other and change the mix there. 

 

Click this icon to open a copy of 

the relevant Fund Factsheet. 

 
Corporate actions such as 

temporary fund closures will be 

identified by a yellow triangle. 
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Quotes | Example I1 – Pension Savings and Pension Drawdown with the same 
strategies 

Your client crystallised half their funds and wants to use the same investment strategy for both 

Pension Savings and Pension Drawdown. 

In this example the CORE filter has been selected and a combination of high and low equity ratio 

funds chosen for Pension Savings; select the fund spilt then use the Copy these funds to 

Drawdown strategy button to transfer the strategy directly to Pension Drawdown. 
 

 

 

Copy these funds buttons – You only need to create a portfolio once. If you want to use the 

same funds for both PS and PD then click one of these buttons to transfer a fund list between 

them; you may then select a different fund mix if required or keep them the same. 
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Quotes | Example I2 – Pension Savings and Pension Drawdown with different 
strategies 

Your client crystallised half their funds and now wants a cautious strategy for Pension Drawdown to 

but is willing to take more risk with their uncrystallised Pension Savings. 

In this example the CORE filter has been selected and the following strategies employed: 

Pension Savings – A higher equity ratio fund is selected. 

Pension Drawdown – A lower equity ratio fund is selected. 
 
 
 

Auto Rebalance – use the auto rebalance 

option to set the asset mix to rebalance 

automatically at a chosen frequency. In 

this example the Pension Drawdown 

investments will be rebalanced on a 

quarterly basis. 
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Quotes | Quote Actions 

 

This is a confirmation screen for your final quote and provides links for the next steps. 

Click the Complete Quote button once you are happy with all the details entered. You can see an 

overview in the Summary on the left; if you want to revisit and change any details on a specific page 

then click on the progress bar which will allow you to recycle the journey from that page. 

Once you have completed the quote an illustration will be automatically created for you and made 

available to view in your browser; further options are then available: 

• Requote 

o Click to requote for this client. Choose this if you want another quote for the same 

client but with different benefit options. You will be returned to the beginning of the 

quote journey but all existing information will have been saved allowing you to 

navigate quickly through the screens as required. 

• Apply 

o Click to submit an application for this quote. 

• Illustration 

o Click to obtain another copy of the illustration for this quote. 

• Fund Factsheets 

o Click to open the fund factsheets menu for your chosen investments. Select the  

icon next to the fund name to open the corresponding fund factsheet. 

• Medical Details Form 

o Click to obtain the medical details and consent to access medical reports form; this is 
only applicable if you have selected a Guaranteed Annuity income. 
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Model Portfolio Manager 

 
In this section we will take you through the Model Portfolio Manager processes. This system will be 

available to users that have specifically requested access to the Model Portfolio Manager. 

 

 
Contents List: 

• Introduction 

• Home screen 

• Creating a new Model Portfolio 

• Activate a new Model Portfolio 

• Move investors (Network and Firm only process) 

• Move clients to an active Model Portfolio, trigger ad hoc rebalances, manage regular rebalances 
(Adviser process) 

• Updates for clients in an existing Model Portfolio (Adviser process) 

• Modifying an active Model Portfolio 

• Modifying an active Model Portfolio 

• Trigger an ad hoc rebalance 

• Deactivating Model Portfolio 

• Adding Model Portfolios to quotes 

• Adding Model Portfolios to quotes – Pension Drawdown and Pension Savings 

• Adding Model Portfolios to quotes - Pension Drawdown only and Pension Savings only quotes 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Browsers 
Microsoft Chrome or Edge are the preferred browsers to use with the TRA Dashboard.  
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Model Portfolio Manager | Introduction 

 
 

The Dashboard home screen is the first screen you will see when you login. Here, you can access the 
Model Portfolio Manager functionality, noted in the left-hand sidebar of the home screen. When 
selecting this functionality, it will open in a new tab. 

 

 
 

If you do not have this option noted in the home screen, please contact your Canada Life Business 
Development Manager. Alternatively, you can contact the sales team on the following details: 

 

Telephone number: 0345 606 0708 
 

Email address: Customer.Services@canadalife.co.uk 

 
 

User access to Model Portfolios 

A user will either be accessing Model Portfolio Manager as a Network, a Firm or as an Adviser. These 
user types provide different level of access to the Model Portfolio Manager. This is shown in the table 
below. 

 
 

Ability to create and update models 

 
All users who have Network or Firm level access will be able to amend the models set up by their 
Network or Firm. 

 
For an Adviser model only - the adviser who set up the model will be able to view or amend their own 
models. Access is also provided to Paraplanners to enable them to work on behalf of an adviser user. 

 
 

User access to models for clients’ investment strategy 
 

Any model the adviser owns, or that has been set up by a Network or Firm that they belong to, will be 
available and can be used for clients. 

 
 

 
User 

Model Created by 
Network 

Model Created by 
Branch 

Model Created by 
Adviser 

Network Update 
 

 

 

 

Branch/Firm View only Update 
 

 

Adviser View only View only Update 

 
 

Once a model has been set up and is Open it will be available for the adviser to use either via Model 
Portfolio Manager or via the Quote and Apply system 

mailto:sales.ra@canadalife.co.uk
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Model Portfolio Manager functionality available to the user type 
 

The Model Portfolio Manager can be used to set up models, move clients from one model to another, 
instruct a re-balance and associate clients to a model. The functionality available varies depending on 
the user type. 

 
The different levels and the functionalities can be seen below: 

 

 
 

User 

 

Create and 
update model 

Move a client 
from one 
model to 
another* 

 
Add/remove 
clients from a 
model 

 
Use models 
set up by an 
Adviser 

Use models 
set up by 
Network/ Firm 
level 

Network  

 

 

 

 

 

 

 

 

 

Firm  

 

 

 

 

 

 

 

 

 

Adviser  

 

 

 

 

 

 
** 

 

 

*The process for this differs between an Adviser and a Network/Firm user. Each process is explained within this 
guide. 
**Can only be used by the Adviser that set the model up. 

 
Re-balancing Options 

 
Network or Firm users can submit an ad-hoc re-balance for models they own. This allows the owner 
to remove funds, add funds and/or change the percentage invested in certain funds, within the model. 
After they have changed the model, the adviser can submit a rebalance for some or all of the 
adviser’s client accounts that are associated to that model. 

 
An adviser user can submit an ad-hoc re-balance for any of the models they can view however it will 
only submit a re-balance for their clients. They can also set up a regular re-balance for their client via 
the Model Portfolio Manager. 

 
 

Model Portfolio statuses 

 
Throughout the system, the Model Portfolios will note their statuses. Here are the different statuses, 
their description and the impact they have: 

 
Model 
Portfolio 
Status 

 
Description 

 
Impact 

Draft • When a Model Portfolio (model) is 
initially created it has the status of 
Draft. 

 

• When a model is copied the new 
model will have an initial status of 
Draft. 

• The model will be unavailable to 
have clients associated to it. 

 

• It will not be visible to be selected 
as part of the quote journey. 

 
• It cannot be selected for an account 

as part of servicing journeys. 

Please note that an Adviser cannot change a model that they don’t own. 
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Open When a model is activated it becomes 
Open. 

 
For how this is completed please see the 
section within this guide: Model Portfolio 
Manager - Activate a new Model Portfolio. 

• The model will be available to be 
used for a customer’s account by 
any adviser who has the correct 
permissions. 

Inactive When a model is inactivated and there are 
no investor accounts associated to the 
model the model status will be set to 
Inactive. 

 
For how this is completed please see the 
section within this guide: Model Portfolio 
Manager – Deactivating a Model Portfolio. 

• The model will be unavailable to 
have clients associated to it. 

 

• It cannot be selected as part of the 
new business quote journey. 

 

• It cannot be selected for an account 
as part of servicing journeys. 

Closed When a model is set to Inactive and there 
are investor accounts associated to the 
model the model status will be set to Closed. 

• Any existing accounts that are 
associated to the model will be able 
to remain in the model. 

 

• No new accounts will be able to be 
associated to the model. 

 

• The model will not be visible on the 
new business quote journey. 

 

Pop-up messages 
 

The Model Portfolio Manager functionality will display pop-up messages which indicate either 
warnings, confirmation of work being completed and when work has been completed. 

 
These are expected and covered within each section of this guide, where applicable. 

   WARNING: Automatic timeout after 20 minutes of inactivity.  
 
 

Unfortunately, you cannot navigate back to the Model Portfolio Manager from the timeout screen. If 
this happens you will need to close down your browser and log back in again via the Canada Life 
website. 

 

Browsers 
 

Microsoft Chrome or Edge are the preferred browsers to use with the TRA Dashboard.  
 

 

  
 

Devices 
 

Please note that some important messages may not show when using Model Portfolio Manager on a 
tablet. Due to this we would recommend using a desktop computer or laptop, when using this part of 
The Retirement Account Dashboard. The messages will show when pop-ups are enabled. 

Important: The session will default to a timeout screen and any changes that you have 
not saved will be lost. 
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Model Portfolio Manager | Home screen 

Once you have selected to open the Model Portfolio Manager the following screen will open in a new 
tab. 

 
This screen will show the following options: 

• Manage models tab – Automatically opening onto this screen, providing access to manage 

models within your user level. 

• Manage model clients tab – Allows you to manage the clients within your user level. 
 
 

 

Network/Firm home 

Adviser home screen 
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Model Portfolio Manager | Creating a new Model Portfolio 

 

From the Dashboard home screen select Model Portfolio Manager, which will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 

Manager | Home screen for example). 
 

Ensure you are on the tab named Model Portfolio Manager and select the blue button named 
Create new model portfolio. 

 
This screen will show the following options: 

Model name: A free-format text box for the new model name you’re creating. Please avoid using any special 
characters in the name. 

 
Status: Notes the status of the new model being created. It will initially display as Draft. 

 
Products: Each of the following products sections of The Retirement Account can be selected by 
clicking the corresponding grey box, noted under the heading Enabled for model. This will display 
which funds are available for each product. These include: 

 
Guaranteed Annuity: Not applicable and should not be selected. 

Pension Drawdown: Funds available for this part of the account. 

Pension Savings: This is for the Pension Savings section of the account. 

Normally both Pension Drawdown and Pension Savings should be selected so the model can be used 
for both uncrystallised and crystallised savings. 

 

Please note that to continue the building of the model, funds are selected by using one of the 
following search options. 

 
 

Pension Savings 

Adviser screen example 
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Investment search 
 

Investment name: Free-format field to use for selecting specific investment name for funds to display 
in the table. You need to put the full name, e.g. if you type ‘portfolio’ and enter it will display all funds 
containing ‘portfolio’. 

 
Asset sector: Drop-down menu to select specific asset sector for funds to display in the table. For 
example, select ‘Japan’ if you wish to view all Japanese funds. 

 
Investment manager: Drop-down menu to select specific investment manager for funds to display in 
the table. 

 
Asset identifier: Free-format field to use for searching using SEDOL numbers. 

 
Asset type: Drop-down menu to select the specific range of funds to display in the table. 

You can view all of our available funds by selecting the Search button located underneath the Asset 
type field. By selecting this, the table will show all of the funds available over a number of pages, 
which can be navigated via the arrows located in the right-hand corner of the table. 

 
Once you’ve selected the way in which you require the funds to display, they will automatically show 
in the table. 

 

To add required funds into your Model Portfolio you need to select each fund using this symbol noted 
next to each fund: 

 
 

Important – this field holds the following options which are not available with The Retirement 
Account – those are ‘Cash’ and ‘Life Fund’. 
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Any funds that are selected will show in the table named Selected investments, located further down 
on this same screen. All selected funds can be viewed by scrolling down the screen. Add each 
percentage for each fund selected. The entire model will need to be 100%. 

Once you have completed adding funds to your Model Portfolio, select the button in the bottom right- 
hand corner. You can then select to vary the Model Portfolio per product, if required. 

 
Once you have completed building your model, select the button in the bottom right-hand corner 
named Save model. 

 
A message will display ‘Please confirm you want to create this model portfolio?’ Select OK. 

 
A blue line will appear on the screen to show that the changes are processing. Once this has 
completed a further message will display ‘Model Portfolio created.’ Select OK. 

 
Your model is now saved and will show on the Manage model tab in the home screen table as Draft. 

 
 

Important - Please note that the system will allow a Model Portfolio to be under or over 
100% at this stage and to save it as a draft. However, once you come to activate a model 
you will need to ensure it equates to 100%. 
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Model Portfolio Manager | Activate a new Model Portfolio 

 
From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
To activate a newly created Model Portfolio, select the name of the Model Portfolio from the table on 
the Manage models tab. 

View model portfolio screen will display. The Model name, status and Model owner will be noted at 
the top of this screen. 

 
Selected investments displays the products that were selected when setting up the Model Portfolio, 
along with the funds and the percentages that were allocated in the Model Portfolio at the bottom of 
this screen. 

 
Select the Activate button at the bottom of this screen, once information has been checked. Blue 
loading bars will display, and once process has completed the following message will display ‘Model 
portfolio activated.’ Select OK. 

 

Once this has completed the status of this Model Portfolio will display as Open. 

A message will display to advise that this will ‘Trigger all investors linked to this Model Portfolio to be 
triggered for rebalancing’, select OK. 

 

Important – You can only activate Model Portfolios which have been created at your level. For 
example, if you are an Adviser you cannot activate a Model Portfolio which has been created by 
a Network/Firm. 

Important - Although a rebalance at this stage is possible to complete, there would be no 
funds associated with it after it’s just been created. A message will display advising that the 
system cannot schedule a rebalance and to try again later. 

Pension Savings (100.00%) 

Adviser screen example 
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Model Portfolio Manager | Move investors (Network and Firm only 
process) 

 
Move all investors in a specific Model Portfolio into another, along with the ability to trigger an 
ad-hoc rebalance. 

From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Ensure you are on the tab named Manage models and select the blue button named Move 
investors. If you do not have this button, then you do not have access to perform this action, as this 
is only visible at Network/Firm level. The screen named Update investor model portfolio will 
display. 

 
Current model search will display on the left-hand side of the screen and New model search will 
display on the right-hand side of the screen. 

 
To select the current Model Portfolio, you can either search using the free-format field named Model 
search and select the button Search and the results will display in the table. Alternatively, the Model 
Portfolio may already be noted in the table and therefore no search would be required. 

 
To select the current model, click in the circle next to the Model Portfolio you require. To select the 
new Model Portfolio, you can either search using the free-format field named Model search and 
select the button Search and the results will display in the table. Alternatively, the Model Portfolio may 
already be noted in the table and therefore no search would be required. 

 
To select the current model, click in the circle next to the Model Portfolio you require. 
All investors and the product they hold within their Retirement Account will display within the table. To 
select the investor’s specific product, within their Retirement Account, select the square box for the 
required one(s). 

 

Important - If a client has more than one Pension Drawdown account, the same Model Portfolio 
must be used for each account. 

Network/Firm screen example 



45  

If you wish to move all investors from the current model to the new model, then select the square box 
named Select all which is located in the right-hand side of the table above the where individual 
selected boxes are noted. 

You can also Trigger an ad hoc rebalance for selected investors by clicking in the relevant box in 
the bottom left-hand side of the table. 

 
Once all amends have been made, select the button Move Investors located at the bottom right-hand 
corner of the screen. 

 
The following message will display ‘Do you want to move selected investors between model 
portfolios?’ if you are happy to proceed then select OK. 

 
A blue line will appear to show that the changes are loading. Once this is completed a message will 
display ‘All selected investors have been aligned to the proposed model portfolio’. Select OK. 

 
The original display of the Update investor model portfolio screen will show. 

 
 
 

 

Important - When clients are moved from one model to another, the account is updated to be 
linked to the new model and the investment strategy for the client’s account(s) will be updated 
to reflect this. This sets the new strategy for the client which means any future 
contributions/transfers would be invested in line with the new strategy. To change existing 
investments to the new strategy, an ad-hoc balance is required. 

Network/Firm screen example 
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Model Portfolio Manager | Move clients to an active Model Portfolio, 
trigger ad-hoc rebalances, manage regular rebalances (Adviser process) 

 
From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 

 
Active Model Portfolios will display automatically in the table. The following search functionalities can 
be used to search for a specific Model Portfolio, if it’s not visible within the table: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 

 
Status: A drop-down menu with the various statuses of the Model Portfolios. 

 
Once the Model Portfolio you require is shown within the table then you can select the Model name, 
which will be noted in blue. 

 
A new window will display named Model portfolio maintenance displaying the existing clients within 
this Model Portfolio. 

 

The following details of the Model Portfolio will display: 
 

Model name: Name of the Model Portfolio you’ve selected. 

Status: The status of the Model Portfolio you’ve selected. 

Model Owner: The owner of the Model Portfolio. 

To show all of your clients’ account(s), select the button Allocate Investors and these will display in 
the table. 

 
 

Adviser screen example 
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Adviser screen example 

If you need to find a specific client’s account(s) then use the fields under the Investor search section 
to find these. The fields that can be used are: 

 
First name: Free-format field to type the name of the client required. 

Surname: Free-format field to type the surname of the client required. 

Corporate/Trust: Not applicable for The Retirement Account. 

NI number: Free-format field to type the NI number of the client required. 
 

Postcode: Free-format field to type the postcode of the client required. 
 

Date of birth: Free-format field to type the required date of birth (DD/MM/YYYY) of the client 
or use the arrows to search through dates. 

Once you have found the required client(s), the following titles will show and will allow you to 
complete the required update you need to do: 

 
Name: The name of the client. 

 
Wrapper: The products that the client holds within their Retirement Account. 

 
 

In model: Select this box to remove the investor’s product from the Model Portfolio. A cross 
will display to show this will be removed. 

 
Trigger ad hoc rebalance: Select the box if you require an Ad hoc rebalance at the stage of 
moving this client’s product into the Model Portfolio you’ve selected. 

 

 

Important – One you’ve selected the Allocate Investors button, it will automatically change to 
show as Investors in model. Selecting this again will then display the client account(s) that are 
already associated to the selected Model Portfolio and the button will automatically change to 
Allocate Investors again. 
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Active regular rebalance: Select this box if you need to set up a Regular rebalance. Once 
the box has been selected a frequency field will display next to it. Use this to select the 
frequency that you require the regular re-balance to occur. 

 
Once all the updates have been made select the button Submit. 

 
A message will display noting ‘Selecting OK will update the selected investors. Do you wish to 
proceed?’ Confirm by selecting OK. 

 
A blue line will appear to show that the changes are loading. Once completed the following message 
will display ‘Model allocation request has been submitted successfully.’ Select OK. You will then be 
taken back to the main screen named Search model portfolios 

 
 
 
 

Important - The Ad-hoc rebalance tick will show until the rebalance request has been 
processed and the trades have been raised. 

Adviser screen example 
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Model Portfolio Manager | Updates for clients in an existing Model 
Portfolio (Adviser process) 

 
Trigger ad-hoc rebalances, manage regular rebalances and remove client’s accounts from 
Model Portfolios 

 
From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 

 
Active Model Portfolios will display automatically in the table. The following search functionalities can 
be used to search for a specific Model Portfolio, if it’s not visible within the table: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 

 
Status: A drop-down menu with the various statuses of the Model Portfolios. 

 
Once the Model Portfolio you require is shown within the table then you can select the Model name, 
which will be noted in blue. 

 

A new window will display named Model portfolio maintenance 
The following details of the Model Portfolio will display: 

 
Model name: Name of the Model Portfolio you’ve selected. 

Status: The status of the Model Portfolio you’ve selected. 

Model Owner: The owner of the Model Portfolio. 

Any clients already associated to this Model Portfolio will display within the table automatically. If you 
need to search for a specific client, then you can do this under the section Investor search. 

 
 
 

Adviser screen example 



50  

ount. 

Use any of the following fields to search for the required client: 
 

First name: Free-format field to type the name of the client required. 

Surname: Free-format field to type the surname of the client required. 

Corporate/Trust: Not applicable for The Retirement Account. 

NI number: Free-format field to type the NI number of the client required. 
 

Postcode: Free-format field to type the postcode of the client required. 
 

Date of birth: Free-format field to type the required date of birth (DD/MM/YYYY) of the client 
or use the arrows to search through dates. 

 
Once a field has been completed, select the Search button and the results will display in the table. 

Once you have found the required client(s), the following titles will show and will allow you to 
complete the required update: 

 
Name: The name of the client. 

 
Wrapper: The products that the client holds within their Retirement Account. 

 
 
 

Important - If you select the button named Allocate Investors, it will automatically display all 
of your clients, not just the ones within the selected Model Portfolio. If you do this in error, 
then select the button Investors in model and this will automatically display the clients’ 
account(s) that are associated with the selected Model Portfolio. 

Important – Pension Savings under this section is noted as The Retirement Acc 

Adviser screen example 
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In model: Select if the box if you wish to add a client’s specific product into the selected 
Model Portfolio. Once selected it will display as a tick. 

 
Trigger ad hoc rebalance: Select the box if you require an Ad hoc rebalance at the stage of 
moving this client’s product into the Model Portfolio you’ve selected. 

Active regular rebalance: Select this box if you need to set up a Regular rebalance. Once 
the box has been selected a frequency field will display next to it. Use this to select the 
frequency that you require the regular re-balance to occur. 

 
Once all the updates have been made select the button Submit. 

 
A message will display noting ‘Selecting OK will update the selected investors. Do you wish to 
proceed?’ Confirm by selecting OK. A blue line will appear to show that the changes are loading. 
Once completed the following message will display ‘Model allocation request has been submitted 
successfully.’ Select OK. You will then be taken back to the main screen named Search model 
portfolios. 

 
 
 

Important - The ad-hoc rebalance tick will show until the rebalance request has been 
processed and the trades have been raised. 

Adviser screen example 
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Model Portfolio Manager | Modifying an active Model Portfolio 

 
Add funds within an existing Model Portfolio 

 

From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 

 
Model Portfolios will display automatically in the table. The following search functionalities can be 
used to search for the required one: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 
Status: A drop-down menu with the various statuses of the Model Portfolios which can be 
used to search. 

 
Once the Model Portfolio you require is shown within the table select the Model Portfolio name you 
require, which will be noted in blue. 

 
The screen will load to show View model portfolio. 

 
Ensure you’ve selected the correct Model Portfolio and select the button named Modify. 

 
After you’ve done this the Create new model portfolio screen will load. Information about the Model 
Portfolio, products that have been selected and the individual funds within this Model Portfolio will 
display on this screen. 

 
To search for new funds to add to an existing Model Portfolio you can search via any of the following 
fields noted under the section Investment search on this screen: 

 
Investment name: Free-format field to use for selecting specific investment name for funds 
to display in the table 

 

Asset sector: Drop-down menu to select specific asset sector for funds to display in the table 
 

Investment manager: Drop-down menu to select specific investment manager for funds to 
display in the table 

 

Asset identifier: Free-format field to use for specifying a particular fund to display in the table 
 

Asset type: Drop-down menu to select the specific range of funds to display in the table. 
 

Once you’ve selected the way in which you require the funds to display, they will automatically show 
in the table. 

 
You can view all of our funds available by selecting the Search button located underneath the Asset 
type field. Selecting this way to search, will display all of our funds within the table. You can navigate 
this via the arrows located in the right-hand corner of the table. 

Important – You can only amend existing Model Portfolios that were set up using your access. 
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To add required funds into your existing Model Portfolio you need to select each fund using this 
symbol noted next to each fund: 

 

 

Any funds that are selected will show in the table named Selected investments, located on this 
same screen. All selected funds can be viewed by scrolling down the screen. Add each percentage 
for newly selected funds. The entire model will need to add up to 100%. 

 

Once you have completed amending your Model Portfolio, select the button in the bottom right-hand 
corner named Save model. 

 
A message will display ‘Please confirm you want to create this model portfolio?’ Select OK. 

 
A blue line will appear to show that the changes are loading. Once this has completed a further 
message will display ‘Master model successfully updated.’ Select OK. 

 

Your model is now saved and will show on the Manage model tab in the home screen table as Open. 
 
 
 

Adviser screen example 
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Model Portfolio Manager | Modifying an active Model Portfolio 

 
Deleting funds in an existing Model Portfolio 

 

 

From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 
Model Portfolios will display automatically in the table. The following search functionalities can be 
used to search for the required one: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 

 
Status: A drop-down menu with the various statuses of the Model Portfolios which can be 
used to search. 

 
Once the Model Portfolio you require is shown within the table, select the name, which will be noted in 
blue. 

 
The screen will load to show View model portfolio. 

 
Ensure you’ve selected the correct Model Portfolio and select the button named Modify. 

 
After you’ve done this the Create new model portfolio screen will load. Information about the Model 
Portfolio, products that have been selected and the individual funds within this Model Portfolio will 
display on this screen. 

 
Locate the existing table of individual funds in the section Selected investments. 
To remove a fund, select the following icon next to the corresponding fund you wish to remove: 

 

 
 

Important – You can only amend existing Model Portfolios that were set up using your access. 

Adviser screen example 
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Repeat on any further funds you wish to remove. 
 

Amend the remaining funds percentages to ensure the total is 100%. 
 

Once you have completed amending your model, select the button on the bottom right hand corner 
named Save model. 

 
A message will display ‘Please confirm you want to create this model portfolio?’ Select OK. 

 
A blue line will appear to show that the changes are loading. Once this has completed a further 
message will display ‘Master model successfully updated.’ Select OK. 

 
Your model is now saved and will show on the Manage model tab in the home screen table as Open. 
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Model Portfolio Manager | Trigger an ad-hoc rebalance 

Trigger an ad hoc rebalance for all investors in a selected Model Portfolio. 

 
 

From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 

 
Model Portfolios will display automatically in the table. The following search functionalities can be 
used to search for the required one: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 

 
Status: A drop-down menu with the various statuses of the Model Portfolios which can be 
used to search. 

 
Once the Model Portfolio you require is shown within the table select the Model Portfolio name you 
require, which will be noted in blue. 

 
The screen will load to show View model portfolio. 

 

Under the section named Select product you can select a specific part of the product by clicking on 
the blue text. You will know this has occurred as the table name will change to the product you’ve 
selected. The table will automatically load in ‘Master model mode’. 

 
Once you’ve checked the details of the Model Portfolio, select the button named Trigger rebalance. 

 

A message will display ‘So you want all investors linked to this model portfolio be triggered for 
rebalancing?’ If you’re happy with this then select OK. 

      Pension Savings (100.00%)  

Adviser screen example 
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s will d 

Model Portfolio Manager | Deactivating Model Portfolios 

 
Deactivate a Model Portfolio 

 

From the Dashboard home screen select Model Portfolio Manager. This will open within a new tab. 
Open this tab and the Manage Portfolio Manager home screen will display (see Model Portfolio 
Manager | Home screen for example). 

 
Select the tab Manage Model clients this will load the Search model portfolios. 
Model Portfolios will display automatically in the table. The following search functionalities can be 
used to search for the required one: 

 
Model name: Use this free-format field to type in the required Model Portfolio. 

 

Status: A drop-down menu with the various statuses of the Model Portfolios which can be 
used to search. 

 
Once the Model Portfolio you require is shown within the table select the Model Portfolio name you 
require, which will be noted in blue. The screen will load to show View model portfolio. 

 
Check that this is the correct Model Portfolio to deactivate. Once you’ve done this, select the button 
Deactivate. 

 
The following message will display ‘Do you want to prevent investors from moving into this model? 
Existing investors linked to this model portfolio are not affected by this change.’ Select OK. 

 
Once this has been completed another message will display ‘Model portfolio closed to future 
investors.’ Select OK. The Model Portfolio will now show as Inactive if there are no client accounts 
currently assigned to the model. If there are clients assigned to a model, then the status of the model 
will be shown as Closed. 

 

Important – If a Model Portfolio is deactivated it will mean no further investors can be added 
to it. 

Important – Currently any investors which remain in a closed Model Portfolio will not display. 

       Pension Savings (100.00%)  

Adviser screen example 
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Model Portfolio Manager | Adding Model Portfolios to quotes 

 
Introduction and further information when using Model Portfolios in quotes 

 
 

For general information about using the Dashboard for Investments, please refer to page 29 for in the 
Dashboard Guide. 

 
When Pension Drawdown and/or Pension Savings have been selected a Model Portfolio can be 
chosen. 

 
A Model Portfolio that is selected must have been set up to use with those specific product(s). 
If a Model Portfolio has not been set up with the required product then it will not show on that drop- 
down menu when quoting. 

 
You’re able to have one product with individual funds selected and the other as a Model Portfolio. 

 

You can select different Model Portfolios and individual funds for Pension Drawdown and Pension 
Savings. See below for a quick guide on this. 

 

Product Model Portfolio only Individual funds only 
A mixture of Model Portfolio 
& Individual funds 

Pension Savings 
only 

 

 

 

 

 

 

Pension 
Drawdown only 

 

 

 

 

 
 

 

Pension Savings 
& Pension 
Drawdown 

 

 

 

 

 
*** 

***Cannot mix a product investment between Model Portfolio & Individual funds. For example, you could select a 
Model for pension savings and individual funds for drawdown, or vice versa. 
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Model Portfolio Manager | Adding Model Portfolios to quotes – Pension 
Drawdown and Pension Savings 

 
To select an active Model Portfolio that has been set up, click in the button next to Select a model 
portfolio, under Pension Savings or Pension Drawdown. 

 
From the drop-down menu Select Model and the funds in this will display in a table below. 

 
You can select to view each fund fact sheet for each fund noted in the Model Portfolio by 
selecting this icon noted next to each of the funds. 

 
The percentage of spilt, that’s been set for each fund within the Model Portfolio, will display under the 
section Spilt within the table. Any amends which are required to the Model Portfolio must be made via 
the Model Portfolio Manager tool. 

 
Auto-rebalance frequency can be set on this screen under the section named Auto Rebalance 
Frequency. 

 
Once the Model Portfolio has been set up then select the Next button in the bottom right-hand corner 
of the screen. 

 
Repeat the above steps for the remaining product. 
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Model Portfolio Manager | Adding Model Portfolios to quotes – Pension 
Drawdown only or Pension Savings only quotes 

 
To select an active Model Portfolio that has been set up, click in the button next to Select a model 
portfolio. 

 
From the drop-down menu Select Model and the funds in this will display. 

 
You can select to view the fund fact sheet for each of the funds noted in the portfolio by 
selecting this icon noted next to each of the funds. 

 
The percentage of spilt, that’s been set for each fund within the Model Portfolio, will display under the 
section Spilt within the table. Any amends which are required to the Model Portfolio must be made via 
the Model Portfolio Manager tool. 

 
Auto-rebalance frequency can be set on this screen under the section named Auto Rebalance 
Frequency. 

 
Once the Model Portfolio has been set up then select the Next button in the bottom right-hand corner 
of the screen. 

 
Examples below: 
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Applications 

 
In this section we will take you through the Applications process. This will be 

available for any completed quote and can be accessed via the Quote Actions 

screen. 

 

The screens shown in The Dashboard may vary depending on the specific circumstances of each 
case. 

 

 
Contents List: 

• Client 

• Transfers 

• Contributions 

• Bank Account Details 

• Allowances 

• Adviser Details 

• Declarations 
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Application | Client 
 

This is the first screen of the application process. In order to proceed with the application we need 

some additional client details. 

Please provide: 

• National Insurance Number 

• Contact Preferences 

• Full Address – there is an address lookup so only the postcode needs to be entered and 
address selected from the dropdown menu. 

Previously entered client details (e.g. name, DOB) will be automatically populated and a summary of 

the details submitted for the quote are still available in the Summary section. 
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Application | Transfers 

 

Here we need more detail on the source of funds being transferred. Please provide the Pension Type, 

Policy Number and Scheme Name where applicable. If you have not previously specified the ceding 

provider in the quote you will need to do so now. 

You may also add additional funds that were not included in the quote by clicking Add another 

transfer. However, the total transfer must be the same as the quote in order to proceed; if it has 

changed then you will need to requote. 
 

 
 
 

 

Full Scheme Value – this question is asking whether the amount being transferred represents 

the full value of the existing plan or not. If the client is transferring the full amount then please 

click YES. 
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Application | Contributions 

 
Enter further details of your client’s pension contributions here. 

This screen will only be presented for clients who have selected contributions in their quote and the 

options available will depend on the type of contributions being made. For example, you will only be 

asked for employer details if employer contributions were previously identified. 

If a contribution is being made by a third party or an employer then please download the respective 

form from our website and complete in order for the contribution to be processed. 
 

 

 

Regulatory Information – it is an HMRC requirement to capture this information; please include 

if requested. 
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Application | Bank Account Details 
 

These are the bank details into which your client wishes to receive their pension income payments. 

If there is an investor regular contribution then this is also the bank account from which the 

contributions will be collected and the screen will display a Direct Debit instruction; please authorise 

this by ticking the box that is displayed. 
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Application | Allowances 

 

Answer the two questions depending on the specific circumstances of your client. If you answer yes to 

either question then you will be prompted to provide further details as shown. 
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Application | Adviser Details 
 

Enter your FCA Firm Reference Number and contact details here; read and confirm you have read 

the Terms of Business. 
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Application | Declarations 

 

Check the customer identity and confirm your verification. Once this screen has been completed you 

can submit the application. 

Further guidance: 

Adviser firms should obtain and verify the following information in relation to an individual: 

• Full name 

• Residential address 

• Date of birth 

The Joint Money Laundering Steering Group (JMLSG) provides further guidance on this; see sections 

5.3.71 - 5.3.96 available here - http://www.jmlsg.org.uk/download/10005 
 

 

We reserve the right to request evidence of the verification whether it meets or exceeds the standard 

evidence. 
 

5.3.92. The standard identification requirement is likely to be sufficient for most situations. If, 
however, the customer is assessed to present a higher money laundering or terrorist financing 
risk the firm will need to decide whether it should require additional identity information to be 
provided, and/or whether to verify additional aspects of identity. 

http://www.jmlsg.org.uk/download/10005
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Application | Online Application Confirmation 

 
Either at the point you submit an application online or post-submission, you will see a button called ‘Application 
Summary PDF’. This document details application information submitted during the online journey. This can be 
sent to your customer to evidence the details used in this application. 
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Managing a client’s investments  
 
You may need to make changes to your client’s investments as their circumstances change and their needs 
evolve. Or perhaps you want to make a change and rebalance their asset allocation according to prevailing 
market conditions. In this section we will show you how to: 
 

• Initiate an ad-hoc rebalance 

• Set up a regular rebalance 

• Change the strategic asset allocation 

• Sell funds to cash 

• Buy funds from cash 

• Switch between funds 

 
 

Managing a client’s investments | Getting started 
 

To set up or make changes to your client’s investments, first you need to access their account. To do 
that, go to your dashboard and type in the client’s account number in the ‘Search Accounts’ box. 
When their account appears, click on ‘View’. 
 

 
 
You will then see your client’s dashboard. From here, you can access their account summary by 
clicking on ‘The Retirement Account’ or hovering over the three red dots under ‘Products’ and clicking 
on the button: ‘View account summary’. 
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Managing a client’s investments | Initiate an ad-hoc rebalance 
 

To carry out an ad-hoc rebalance of your client’s investments, go into their account summary as per 
the instructions under ‘Getting Started’. Scroll down to either the Pension Savings or Pension 
Drawdown section as appropriate.  
 
You can initiate an ad-hoc rebalance by clicking on the three dots as shown below and then selecting 
‘Rebalance now’ from the small menu that appears.  
 

 

 

 

 
 

 
OR 
 
Click on the ‘Actions’ button in the top right-hand corner of the section you want to change. Select 
‘Rebalance now’ from the menu that appears. This will automatically submit the request for your 
client’s funds to be rebalanced in line with their strategic allocations 
 

 

 

 
 

 
The request for the regular/ad-hoc rebalance will be initiated on our systems the following working 
day. See transaction confirmation section for further details on timescales.   
 

 

  

Please note that if there are multiple drawdown accounts, all of these will be rebalanced. 
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Managing a client’s investments | Set up a regular rebalance 
 
Step 1: To set up a regular rebalance of your client’s investments, go into their account summary as 
per the instructions under ‘Getting Started’. Scroll down to either the Pension Savings or Pension 
Drawdown section as appropriate and click on the three dots next to ‘Rebalance to strategic 
allocation’ as shown below. Select ‘Edit’ from the small menu that appears.  
 

 

 

 

 

 
 

 
Step 2: Select how often you would like to rebalance the account. You can choose between monthly, 
quarterly, or annually. Press ‘Save settings’ to submit the request.  
 

The request for the regular/ad-hoc rebalance will be initiated on our systems the following working 
day. See transaction confirmation section for further details on timescales.   
Please note that if there are multiple drawdown accounts, all of these will be rebalanced. 
 

 
These details will be shown on your client’s account summary. 
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Managing a client’s investments | Changing the strategic asset allocation 
 

 
Please note that the process described for changing the strategic asset allocation does not apply to 
accounts invested in Model Portfolios. This process moves future money into the new funds chosen. 
Please note that existing holdings will stay where they are unless you choose ‘update strategy and 
rebalance now’. 

 
Step 1: To change the strategic asset allocation, enter your client’s account summary as per the 
instructions under ‘Getting Started’. Scroll down to either the Pension Savings or Pension Drawdown 
section as appropriate and click on the ‘Actions’ button in the top right-hand corner of that section. 
Select ‘Update strategic allocations’ from the menu that appears as shown below.  
 

 

 

 

 
 

 
Step 2: You will then be taken to a screen showing the current investment strategy for the account. 
From here you can either: 
 
1. Alter the existing investment strategy by entering a new allocation percentage for each fund (this 

must total 100% across all funds) 
 

 

 
 
OR 
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2. Select new funds by clicking on ‘Select investments’ and choose from the list provided. You can 

view all funds, view funds by range (Core, Governed, Extended or all insured), or search for a 

fund by name. The system will display details about the individual funds, including the fund ISIN.  

If you wish to find detailed information in relation to the funds available via The Retirement 

Account, please log on to our Fund Research Centre.  

 

 

 

 
Step 3: When you have made these changes, you can either rebalance the client’s account immediately by 
clicking on “Update allocations and rebalance now” or you can defer this change until the next regular or ad-hoc 
rebalance. 

• If you tick the box to defer, the Investment Strategy is updated and applies to new Contributions and future 
Regular Contributions, but existing funds will not be rebalanced. 

 
 

 
 
 
Step 4: If you select to update and rebalance now, you will be asked to confirm that you are happy 
with this change. Please note that the revised 
strategy selected will be set for all drawdown accounts. 
If you want to proceed, select ‘Save and rebalance’. 
If not, press ‘Cancel’. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
The request for the regular/ad-hoc rebalance will be initiated on our systems the following working 
day. See transaction confirmation section for further details on timescales.   

 

https://fund-research-centre.canadalife.co.uk/investments?_ga=2.77982807.216610031.1606917534-1323574669.1606917534#?page=1&perPage=10&sortField=legalName&sortOrder=asc&universeId=SAGBR$$ALL_4792%7CFXALL$$ALL_4792%7CSAGBR$$ALL_4719%7CFXALL$$ALL_4719%7CSAGBR$$ALL_4793%7CFXALL$$ALL_4793%7CSAGBR$$ALL_4791%7CFXALL$$ALL_4791
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Managing a client’s investments | Sell into cash 
 
Step 1: To move money into cash, enter your client’s account summary as per the instructions under 
‘Getting Started’. Scroll down to either the Pension Savings or Pension Drawdown section as 
appropriate and click on the ‘Actions’ button in the top right-hand corner of that section. Select ‘Sell to 
cash’ from the menu that appears. 
 

 

 

 
Step 2: From here you can choose to sell a percentage, an amount, or units from a chosen fund or 
funds from the drop-down menu.  
 
Alternatively, you can select to sell the whole fund for cash if you’re selling percentage or units, 
simply select the box under ‘sell all’. Once you have chosen the amount you want to sell, click on 
‘Sell to cash’. If you’re selling £ amounts, there’s a maximum sell of 90% - you’ll need to switch back 
to percentage or units to sell more than 90%. 
 

 

 

 
Step 3: You will be asked to check you are happy with this change. If you want to proceed, select 
‘Execute sale’. If not, press ‘Cancel’. 
 

 
 
The request to sell investments into cash will always be initiated on our systems by the end of the 
next working day (sometimes same day). See transaction confirmation section for further details on 
timescales.   
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The status of the transaction will be ‘pending trade’, until all units have been 
sold and purchased. 
 
 
 
 
The following symbol will appear for pending trades.   
 
 
 
 
 
The sale confirmation will detail the unit price date used. 

 
 
 
 
  

Please note, if you have an investment strategy with regular rebalancing active, that 
instruction will still be active. Unless you change that instruction, money you hold in 
cash/funds outside your investment strategy will be rebalanced – including that arising from 
the transaction you have just undertaken. 
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Managing a client’s investments | Buy funds from cash 

 

Step 1: To buy funds from cash, enter your client’s account summary as per the instructions under 
‘Getting Started’. Scroll down to either the Pension Savings or Pension Drawdown section as 
appropriate and click on the ‘Actions’ button in the top right-hand corner of that section. Select ‘Buy 
from cash’ from the menu that appears. 
 

 

 

 
 
Step 2: Enter the amount of cash you want to use in the highlighted box (you are shown the 
maximum amount of cash available next to this box). 
 
Step 3: You can either: 
 
1. Select which fund(s) you want to buy units in by entering a percentage of the total amount of 

cash against each fund(s). For example, you might want to invest 100% of the cash amount in 

one fund, or you might want to invest 50% in one fund and 50% in another.  

 

 
 
OR 
2. If you want to buy units in a new fund, click on ‘Select investments’ as shown below, and choose 

from the list provided. You can view all funds, view funds by range (Core, Governed, Extended or 

all insured), or you can search for a fund by name. The system will display details about the 

individual funds, including the fund ISIN.  If you wish to find detailed information in relation to the 

funds available via The Retirement Account, please log on to our Fund Research Centre. Please 

note that the ‘select investments’ option will not show for accounts invested in Model Portfolios 

(the user can only select funds available for the model in this scenario).  

 

https://fund-research-centre.canadalife.co.uk/investments?_ga=2.77982807.216610031.1606917534-1323574669.1606917534#?page=1&perPage=10&sortField=legalName&sortOrder=asc&universeId=SAGBR$$ALL_4792%7CFXALL$$ALL_4792%7CSAGBR$$ALL_4719%7CFXALL$$ALL_4719%7CSAGBR$$ALL_4793%7CFXALL$$ALL_4793%7CSAGBR$$ALL_4791%7CFXALL$$ALL_4791
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The total across all funds must add up to 100%. The system will not let you proceed until it does. 
 
Step 4: When you have made your selection, press ‘Buy from cash’. You will be asked to check you 
are happy with this change. If you want to proceed, select ‘Execute buy’. If not, press ‘Cancel’.  
 

 
 
 
The request to buy investments from cash will always be initiated on our systems by the end of the 
next working day (sometimes same day). See transaction confirmation section for further details on 
timescales.   
 
Once complete the status of the transaction will be shown as ‘pending trade’ until all units have been 
sold and purchased. 
 
The purchase confirmation will detail the unit price date used. 

 

 
 
 
 
 
 
 
 
 

 

Please note, if you have an investment strategy with regular rebalancing active, that 
instruction will still be active. Unless you change that instruction, money you hold in 
cash/funds outside your investment strategy will be rebalanced – including that arising from 
the transaction you have just undertaken. 
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Managing a client’s investments | Switch between funds 
 
Please note that the process described for switching between funds does not apply to accounts 
invested in Model Portfolios. The switch process moves existing asset holdings to new funds, but 
does not change future allocations (follow strategic asset allocation process). 

 

Step 1: To move money between funds, enter your client’s account summary as per the instructions 
under ‘Getting Started’. Scroll down to either the Pension Savings or Pension Drawdown section as 
appropriate and click on the ‘Actions’ button in the top right-hand corner. Select ‘Switch investments’ 
from the menu that appears. 
 

 

 

 
Step 2: You can either: 
 
1. Switch money from one fund to another fund/ funds already held by entering the amount you 

want to move from the chosen fund in the box under ‘switch out’ (this can be a percentage, total 

amount, or total number of units), then select the fund(s) you want to switch that money to by 

entering the percentage of the total amount into the box within the ‘switch in’ section. For 

example, if you are switching to one fund, you will enter 100% in the ‘switch in’ box for the new 

fund. If you are splitting it across two funds, you will enter 50% in the ‘switch in’ boxes for each 

fund. 

 
If you’re selling £ amounts, there’s a maximum sell of 90% - you’ll need to switch back to percentage 
or units to sell more than 90%. 
 

 
 

 
 
OR 
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2. If you want to switch into a fund the client is not currently invested in, press ‘Select investments’ 

and choose a fund from the list provided. You can view all funds, view funds by range (Core, 

Governed, Extended or all Insured) or you can search for a fund by name.  
The system will display details about the individual funds, including the fund ISIN.  If you wish to 

find detailed information in relation to the funds available via The Retirement Account, please log 

on to our Fund Research Centre. Once you have selected the new fund(s), follow the process 

detailed above.  

 

 

 

 
 
Step 3: When you are ready to proceed, press ‘Execute switch’. If this button is grey, it means you 
have not entered a valid transaction. 
 
If the transaction is valid, you will be asked to check you are happy with this change. If you want to 
proceed, select ‘Execute switch’. If not, press ‘Cancel’.  

 

 
 
 
The request to switch investments will always be initiated on our systems by the end of the next 
working day (sometimes same day). See transaction confirmation section for further details on 
timescales.  
 
The status of the transaction will be ‘pending trade’, until all units have been sold and purchased. 
The switch confirmation will detail the unit price date used. 

 
 

 
 
 

Please note, if you have an investment strategy with regular rebalancing active, that 
instruction will still be active. Unless you change that instruction, money you hold in 
cash/funds outside your investment strategy will be rebalanced – including that arising from 
the transaction you have just undertaken. 

https://fund-research-centre.canadalife.co.uk/investments?_ga=2.77982807.216610031.1606917534-1323574669.1606917534#?page=1&perPage=10&sortField=legalName&sortOrder=asc&universeId=SAGBR$$ALL_4792%7CFXALL$$ALL_4792%7CSAGBR$$ALL_4719%7CFXALL$$ALL_4719%7CSAGBR$$ALL_4793%7CFXALL$$ALL_4793%7CSAGBR$$ALL_4791%7CFXALL$$ALL_4791
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Transaction confirmation timescales 
 
You will receive confirmation that the investment process has completed within a maximum of 15 
working days when you are incorporating trades that involve insured funds from either our Core or 
Governed Range. 
 
If you are instigating trades involving OEICS or Unit Trusts only (i.e. within the Extended Fund 
Range) we expect the process to complete within 7 days (and slightly quicker for movements to/from 
cash). 
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Managing a client’s income | Initiate an ad-hoc crystallisation 
 

To carry out an ad-hoc crystallisation of your client’s investments, go to the clients account summary screen 
(covered under ‘Getting Started’ on page 70). Scroll down to Crystallise & Payments Out.  

 
You can initiate an ad-hoc crystallisation by clicking on the ‘Add’ button and then selecting ‘Crystallise & Tax 
free lump sum’ from the small menu that appears.  

 
The following screen shows any useful information/notes in a blue message box. These messages will alter 
depending on the scenario. 
 
You have a choice of full or partial crystallisation, simply check the appropriate box and click ‘Confirm’. 
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Review the details and click ‘Confirm’ once more. Please note, the Tax-free lump sum will default to 25% and 
can be updated if required.  
 
If this is the first time you’ve completed a crystallisation, and there are no crystallised funds held in the 
account, the investment strategy will be set using the investment strategy of the Pension Savings. You’ll be 
able to amend this after the drawdown account has been created. 
 

 
 
At this stage you can choose a regular taxable income (defaults to monthly) or lump sum. The buttons marked 

with three dots can be used to edit or remove any of the options that have been entered. You can add in your 

fees and charges by clicking on the drop-down arrow under ‘Fees and charges’. Then click ‘Complete 
quote’. 
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This takes you to the client summary screen. Please note, there is an option to requote if changes are needed. 
Click on the quote which is shown under ‘Products’. Click on ‘Action’ in top right of window and choose 
‘Requote’. 
 

 
 
Click the drop-down arrow against ‘Crystallise & Payments out’. Then click the red ‘Add’ button to display 
the actions shown below. 

 
 
Here you can choose a regular taxable income (defaults to monthly) or lump sum. Insert the amount, choose 
the frequency and click ‘Confirm’.   
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Whilst on this screen you can use the buttons marked with three dots against the actions to edit or delete 
them. Please ensure you read any useful information displayed in the blue boxes. 

 
 
To view the investment strategy being used, click on ‘Pension drawdown’ which shows the investment strategy. Add in 

any applicable fees and charges by clicking on the drop-down arrow under ‘Fees & charges’. Then click ‘Complete quote’. 

 
 
You’ll be taken back to summary screen to view all quotes. Click on the button marked with three 3 dots next 
to the quote you wish to view and choose ‘View quote’. 
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This page provides the core details and a PDF illustration to share with your client. Under ‘Actions’ are the 
options: apply, requote or cancel. Click ‘Apply’.  

 
This will show a breakdown of which sections are complete. Under ‘Client details’ you can add details of any 
other retirement benefits that have been taken here by clicking ‘Add’. If you need to add any additional 
benefits, prior to the date shown, you’ll need to contact our Customer Services Department. 
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Any incomplete sections will be shown. For ‘Pension drawdown’ simply view the details to complete the 
action. For ‘Declarations’ you’ll need to check the box to confirm the illustration has been seen and agreed 
with your client. 
 

  
Once all sections are complete, click ‘Apply’ to finish.  
 
To process ad-hoc crystallisations for customers who have exceeded the lifetime allowance and/or have 
pension protection in place, please contact us. 
 

For partial crystallisation 

To change to partial crystallisation, click on ‘Requote’ and then click the button marked with three dots next to 
‘Full crystallisation’ choose ‘Edit’ and you can then switch to partial crystallisation. The process is the same 
as full crystallisation covered earlier. 
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To add a regular income 
To add a regular income, go to the clients account summary screen (covered under ‘Getting Started’ on page 70). Scroll 

down to ‘Crystallise & Payments out’. Click the ‘Add’ icon below the heading and choose ‘Regular taxable income’: 

 
 
Add in the amounts, frequency and the date they want to receive the payment from the options available. 
There are three date options (12th, 20th and 28th of each month), the options here will vary depending on what 
has been done previously. For example, if there is an income set up for the account being crystallised into 
then a new income cannot be set up via this process. If there is a drawdown transfer already paying income 
then the frequency and payment date will not be able to be changed. Once finished, click ‘Confirm’.  
 
Please note, when choosing a payment date, it must be more than two full working days prior to the day the 
payment is due. Payment may be delayed if investments need to be sold to pay the income. 

 
Add any applicable fees and click ‘Generate illustration’.  
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The next screen confirms the details, provides a PDF illustration to share with your clients, and requires the 
‘Declarations’ box to be checked prior to clicking ‘Complete’. Note, the illustration will only be stored if you 
proceed, so you may want to save a copy for your records. 

 
 

Managing a client’s income | Taxable lump sums 

To initiate a taxable lump sum, go to the clients account summary screen (covered under ‘Getting Started’ on page 70). 
Scroll down to ‘Crystallise & Payments out’. Click the ‘Add’ icon below the headings: 

 

Select ‘Taxable lump sum: 

 

Confirm the taxable lump sum amount in the highlighted box and click ‘Confirm’:
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Please enter a value that’s up to 90% of the available amount or equal to 100% of the ‘available’ amount, otherwise you 

will see this help text message below. The holdings tab on the account summary shows the current and available values. If 

you need to request other amounts, please contact our Customer Services Department on 0800 032 7689.   

 

If applicable include your fees and charges and click ‘Generate Illustration’: 

 

A PDF of the illustration is made available, you’ll need to check the ‘Declarations’ box, bottom left, to confirm 
you’ve shared this with your client.  
 
Note, the illustration will only be stored if you proceed, so you may want to save a copy for your records. 
 

The clients bank details should already be shown on screen. If these aren’t shown, the system will ask for this before your 

able to move on. To change the bank account details please contact our Customer Service Department on 0800 032 7689. 

To finish, click ‘Complete’. Or to delete this activity, click ‘cancel’.  
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Customer Dashboard | How clients can access the Customer Dashboard 

As part of our service, clients can now access the Retirement Account customer dashboard. The dashboard gives them 

the ability to view their account valuation, fund choices and payments in and out. 

What do they need to do first to enable them to register for the Retirement Account customer dashboard? 

If you have already provided us with the client’s email address they will be able to login to register for this service 

immediately. Please see instructions on how to do this below.  

If you have not provided us with the client’s email address, either you or the client will need to provide this by contacting 

our Customer Services team on 0345 877 9000. 

What they will need to access the customer dashboard  

Once we have a valid email address you will be able to register for this service. To login for the first time, they will need:  

• Web browser (this can be a browser on a mobile phone, tablet or PC, eg Google Chrome or Firefox).  

• Internet access  

• Retirement Account number  

• Their date of birth  

• Their postcode 

• The email used to apply for their Retirement Account, or the one they have registered with us currently. 

• Password of their choice (Password must be 12 characters, contain upper case, lower case, number and special 
characters).  

 
How to register for the customer dashboard 

In order to access the dashboard, clients should follow the below steps:  

• Type the following into their browser www.canadalife.co.uk/login/ they will be taken to the following page (insert 
screenshot here)  

• Select the ‘Register for online Retirement Account access’ link 

• Complete the customer registration form using the information required (See section above)  

• Once the registration form is completed, click ‘submit’  

• They will then receive an activation email, with a link to complete account set up and navigate to the Retirement 
Account customer dashboard page. 

• Once they have completed the registration, they will be taken to the following page where they can view information 
relating to their Retirement Account (insert screenshot of account page here) 

 

If your client’s encounter any issue setting up their account or have any queries relating to the dashboard, they can contact 

us by telephoning 0345 877 9000 or emailing customers.ra@canadalife.co.uk 

  

http://www.canadalife.co.uk/login/
mailto:customers.ra@canadalife.co.uk
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Managing a client’s income | Regular payments 

To edit or cancel a client’s regular payment, go to their account summary screen (covered on page 70 under ‘Getting 

Started’).   

Under the heading ‘Crystallise & Payments out’ click the button marked with three dots, as shown below, which shows 

options ‘Edit/Cancel’. 

 

This opens the options ‘Edit’ or ‘Cancel’. 

 

 

Click ‘Edit’ and you will see the screen below:  

 

You can now adjust the ‘Amount’. Please note, a warning message will show if the amount entered is too high or too low 

relative to the funds in the account. Insert the new ‘Amount’ and click ‘Update’ to proceed.  

At this stage you can also add your fees/charges if required: 

o Click the drop-down arrow next to ‘Fees and charges’ 

o Click the red ‘Add’ box 

o Enter your fees/charges 

o To edit those, click on the button marked with three dots to the right, which say ‘edit/delete’ 

o Click complete to finish. 

Any changes will be updated two working days before the payment date selected. Once payment changes are updated, 

click ‘Update’. Then click ‘Generate illustration’ shown below: 
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A PDF of the illustration is made available, you’ll need to check the ‘Declarations’ box, bottom left, to confirm you’ve 

shared this with your client. Please save a copy of the illustration for future reference as it will not be stored. 

 

Scroll down to bottom of page, click the check box next to ‘Declarations’. This confirms that your client has seen and 

understood the illustration. Then click ‘Complete’. 

  

Please note: to amend the payment ‘frequency’ or ‘payment date’ (shown below) you should contact our Customer 

Services Department on 0800 032 7689. 

 

 
 
 
 

Document Store  

 
The Document Store gives you access to the key documents for your client online. 

 
Scroll down to ‘Accounts’ and use the search bar with either your account ID or your surname. Here  
you’ll be able to view both applications in progress and account summary for live policies. 
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By selecting ‘View’ you’ll be taken to the Account Summary screen – this will give you an 
overview of  
your client’s details, their total wealth valuation, key metrics and a list of activities related to 
the products held.  
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 Click on the three dots next to The Retirement Account heading and then select ‘view account summary’. 
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At the top of the screen you’ll see a ‘Documents’ heading.  
  

If you open this up, you can see documents linked to the account. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 Here you can search by document type, account number or by choosing a date parameter.  
 
 The ‘Account’ dropdown lists all the account numbers for the investor. 
 
 

 

 

 

 
 You will be able to see the following documents in the store: 
 

• Welcome letter to client 

• Completion letter 

• Annual statement 

• Ad-hoc unit statement 

• Annual PSS/MPPSS statement 

• Flexi-access statement to client 

• Lifetime Allowance statement 

• Contract notes (Extended fund range only) 

• Annuity Commencement letter to client 
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• Purchase of Guaranteed Annuity policy schedule 

• Retirement outcomes wake-up pack 
 

You will also see some illustrations in here relating to things such as new business quotes, adhoc crystallization, 
amendments to income and taxable lump sums. 

 
 

You can view each individual document by clicking the link within the document name.  
 

Note: you will only see documents from the point the document store is introduced to The Retirement Account 
dashboard. Note - Documents generated prior to 30 June 2021 will not be available. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



98  

 
 
 
 
 

 
 

Morningstar Fund Research Centre 

 
The Morningstar Fund Research Centre provides the facility to research the fund choices available 

and to construct test portfolios for analysis. Please note this is an additional external facility that does 

not directly interact with the Dashboard so any fund choices will need to be reselected here and 

portfolios cannot be transferred back to the Quotes screens. 

The initial investment screen allows advisers to search and/or filter for an individual investment or a 

group of investments which meet a defined criterion across multiple filters adapted to each investment 

type. The results are displayed in a grid table. 

Filters – each filter will select a subrange. Selecting multiple filters will select all of those subranges. 

For example, here we have selected both the CORE and GOVERNED fund ranges. 

Tool Icons - Select the funds you wish to consider by ticking the boxes and use the tool icons located 

here to analyse in more depth.  

Actions – Create a customised list within your personal view of up to 100 holdings.  
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Tool A | Portfolio X-Ray 

The Portfolio X-Ray will aggregate all of your selected funds into a single portfolio and helps you 

understand at-a-glance the basic characteristics of the portfolio including its asset allocation, 

exposure to different investment styles, geographic regions and sectors. 

Select the funds in the investment screener and then click on the Add to X-ray icon to enter. 

Morningstar calculates numerous measures, based on an analysis of the full holdings of each fund 

within the portfolio, which help illustrate risk at both an individual fund and portfolio level. 

You can change the portfolio weightings by clicking on View Holdings & Benchmark. 
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Tool B | Advanced Interactive Chart 

 
The advanced interactive chart has the capability to analyse a single or a group of investments price 

movements (both intra-day and full history) and performance growth. 

Select the funds in the investment screener and then click on the Chart icon to enter. 

Select the start date and end date of the period you want to view and frequency of data points, then 

use the scroll bar at the bottom to change the time range presented on the chart. 
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Tool C | Investment Compare 

 

Investment Compare provides a side by side illustration of up to 5 investments across several factors 

including asset allocations, regional and sector exposure, investment style, and top holdings. 

Identify the funds you wish to view on the investment screen and then click the Investment Compare 

icon. Additional holdings can be added within the compare screen. 

Add Holding – Select to open predictive search capability to identify additional investments. 

Data Display – use the Open and Close options to the right of each data section heading to view the 

detailed data content for each investment. 

Print – the Print option will allow you to print a copy of the on-screen view 
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Contact Us 

 
Call us 

0800 0327690 

 

Email 

Ifaservice.ra@canadalife.co.uk 

 
The Retirement Account 

Service & Support 

 
• Exceptional service from a UK based customer support team 

• Technical support is provided by Canada Life’s specialist team: 

o Dedicated to supporting advisers and paraplanners 

o Technical education through webinars, videos, notes and articles 

• Our sales team will be happy to support you face to face or over the phone: 

o Provide technical support or regulatory guidance 

o Case consult 

o Highlight solutions based on your individual client needs and business model 

o Keep you informed about market developments 

 
 
 

The value of investments may go down as well as up. Taking income or withdrawals in excess of fund 

growth may result in the fund running out quicker than expected. Tax treatment depends on the 

individual circumstances of each client and may be subject to change in the future. Inflation will 

reduce how much the Fund is worth in real terms and inflation will reduce how much client income is 

worth over the years. In respect of the Guaranteed Income, inflation may reduce how much client 

income is worth over the years.  
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