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The Scottish Widows Platform has been developed so you can manage your clients 
digitally without the need for paper or human intervention. Leading to Improved 
turnaround times and reducing the risk of errors. 

Our intuitive system has been designed to ensure you have the most streamlined and 
efficient platform experience, with straight through digital journeys that save you time 
and money.

The following guide covers the digital journeys for how to arrange pension benefits for 
your clients.
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Cash held in the account 

There must be enough available to 
cover any payment you wish to arrange. 

If there is not enough available then 
a payment may fail.

Updated client bank details  

The client’s bank details must 
be held on the system and be up to date. 

You can check this by logging in to your client’s 
dashboard and selecting client details on the 

navigation menu. 
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To crystallise a pension or instruct an income payment:

1.	 Search for and select your client

2.	 Select the pension product
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Managing your client’s pension navigation
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Next select the Pension Management tile.

There are a number of options within Pension 
Management, this guide will cover:

1 	 Crystallise pension benefits:

a)	Single crystallisation

b)	Regular crystallisation (Drip-feed Drawdown)

c)	 Regular crystallisation edit options (accessed 
through Edit existing pension withdrawals tile)

2 	 Pension income payments (accessed through 
Edit existing pension withdrawals tile):

a)	One-off payment

b)	Regular payments

c)	 Amending investment strategy
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Managing your client’s pension navigation

1 2
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When you click on the Crystallise pension benefits 
tile (see page before for navigation), you will be 
directed to a declarations page. Once you are happy 
with these declarations, tick the box to confirm and 
Click to start process.
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1) Crystallising pension benefits
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On the next screen, choose which payment type is 
required - PCLS and Flexi-Access Drawdown or an 
Uncrystallised Funds Pension Lump Sum (UFPLS). When 
you select the former, you will have the choice to then 
select Single Crystallisation or Regular Crystallisation.

Please contact customer services if you are looking to 
do an Annuity Purchase, Serious Ill Health or Standalone 
Lump Sum.
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1) Crystallising pension benefits
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1a) Single crystallisation
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Indicate whether the client has pension 
benefits that commenced pre 6th April 2006 
that we have not previously been informed of. 

The annuity age must be 
a minimum of 10 years in 
the future for quotation 
purposes.

Specify the amount to 
be crystallised or click 
the box to indicate a full 
crystallisation.

Click Next Step.
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1a) Single crystallisation
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Indicate whether 
advice has been given 
and that the client 
has given authority to 
proceed.

If any Lump sum allowance (LSA) or Lump Sum and 
Death Benefit Allowance (LSDBA) has been used 
off platform (excluding arrangements that have been 
transferred to platform) it must be entered here. 

Confirm that the 
Protection Details 
are correct, if they’re 
not you will need to 
contact customer 
services to provide 
us with the correct 
details. 
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1a) Single crystallisation
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Complete the income 
details, if no income  
is required move to  
the Payment Details  
section.

Anything keyed 
here will overwrite 
any existing regular 
income arrangements. 
If a regular income is 
already set up, you 
will need to re-key 
details here to ensure it 
continues.

For example if current 
income is £500 per 
month, and you wish 
for this to continue, 
key £500 and select 
monthly. If current 
income is £400 and 
you wish to increase 
this to £450, key £450 
and select monthly.

Indicate the Destination 
Account, if the bank account 
has not been loaded on 
platform you will need to add 
it under Client Details.

Please confirm the value of the PCLS 
you wish to take, if this is lower than the 
entitlement, you will need to check the box 
to confirm you are aware this choice cannot 
be changed once the benefit crystallisation 
event (BCE) has been authorised.
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If you input details of a regular income to be set up, you 
will need to select assets which should be sold down to 
generate regular income. You can choose Select assets 
or Proportional sell.

Once you have done this, or if no regular income is 
required, click Next step.
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1a) Single crystallisation
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1a) Single crystallisation
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Click each box 
to confirm all 
Declarations.

Click Submit.

To view or print the client 
documents click on Complete.

To consolidate documents, click the 
consolidate boxes and then the Consolidate 
documents button. Documents will also be 
uploaded to the client’s document library.



You may have heard the Regular Crystallisation journey 
referred to as Drip-Feed Drawdown.

To navigate to this journey:

1) Select the Pension Management tile

2) Then Crystallise pension benefits.
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1b)	Regular crystallisation 
– navigating to the Drip-feed Drawdown journey

Arranging Pension Benefits Guide – Advisers



Select PCLS And Flexi-Access Drawdown.

Then select Regular Crystallisation.

In Step 1 you will be asked the amount you want to 
crystallise (you can select a different initial amount from 
the subsequent regular payments) and the frequency of 
the payment.

Note, when you set this up, it will not cancel any 
existing pension payment. The frequency and date of 
the existing payment will be changed to match with 
the new regular crystallization, but the existing amount 
itself will not alter.

Once you’ve completed everything, select Next Step.
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1b)	Regular crystallisation - step 1
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Select Regular 
Crystallisation 
for Drip-feed 
Drawdown.

Options to set up 
monthly, quarterly, 
half yearly and 
annually.

You can select a 
different initial 
amount from the 
subsequent regular 
payment.

This must be a minimum of ten years 
in the future for quotation purposes.



For Step 2 we ask you to confirm you have the authority 
to proceed on behalf of your client as well as details of 
any existing benefit crystallisation events, protections 
and allowances.
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1b)	Regular crystallisation - step 2
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If any Lump sum allowance (LSA) or Lump 
Sum and Death Benefit Allowance (LSDBA) 
has been used off platform (excluding 
arrangements that have been transferred to 
platform) it must be entered here. 

Confirm that the Protection 
Details are correct, if they’re 
not you will need to contact 
customer services to provide 
us with the correct details. 



You are then asked to supply details of the Pension 
Commencement Lump Sum (PCLS), income amount, 
payment date and destination account.
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1b)	Regular crystallisation - step 2
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If you were to enter a PCLS value, that was 
less then the entitlement we’ll ask you to 
confirm this is correct.

This is the amount(s) moving to drawdown.

You can enter the 
amount of income (or 
chose the full value).

Destination account can be a bank account or a client’s GIA.

If the bank account has not been loaded onto the platform 
you will need to add this.

If there is a need for more than one destination account, 
please contact operations.

Payment date needs to be 
between 1 and 28 and at least 
12 working days in the future.

Our system will carry out a 
number of automatic checks 
and validations during this 
period to ensure the payment 
proceeds successfully. The cut 
off time for new instructions 
is 4pm. Instructions keyed 
onto the platform after 4pm 
will be carried forward into 
the following working day, 
and this will become day 1.



A summary is then presented playing back the details 
you’ve entered. 

After this has been reviewed, you can select Next step.
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1b)	Regular crystallisation - step 2

Arranging Pension Benefits Guide – Advisers



For Step 3 you need to select a disinvestment strategy 
to ensure there is enough cash held to generate a 
payment. 

As this is a regular payment you will have two options: 
Select assets or Proportional sell.

To help ensure payments are made successfully, the 
platform will disinvest up to 110% of the required 
payment amount. Any surplus not used for the payment 
will be held in available cash on the account.
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1b) Regular crystallisation  - step 3

Arranging Pension Benefits Guide – Advisers

If you select 
Proportional sell, the 
allocation % boxes 
will be blocked out.



For the last stage (Step 4) you need to review and agree 
the declarations. Client documents will also be produced.

Once you are happy you can select Submit.

Our platform will then produce several checks as it 
processes the request: 

Things to note:

•	 If there is not enough accumulation funds the process 
will be cancelled (the crystallisation and any scheduled 
payments).

•	 If the PCLS is less than expected, the system will not 
cancel the crystallisation. It will instead restrict the 
PCLS based on availability (even if the PCLS level is 
zero). If the PCLS is zero you will receive a platform 
alert.
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1b) Regular crystallisation  - step 4
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Click each box to confirm 
all declarations.

To consolidate documents, click the 
consolidate boxes and then the Consolidate 
documents button. Documents will also be 
uploaded to the client’s document library.



You can access edit regular crystallisation options through 
the Edit existing pension withdrawals journey (details on 
navigation are at the start of this document). 

To amend an in force regular crystallisation, you will need 
to select an arrangement with ‘Accumulation’ in the title.

This is to make these distinct from any existing income 
arrangements (those will have ‘Crystallised’ in the title). 

The edit options are:

•	 Edit regular contributions

•	 Edit regular crystallisation strategy

•	 Cancel regular crystallisation

•	 Review Benefit Allowances

Note, if there is a regular crystallisation payment 
in flight this will not be impacted by completing any 
of these options.
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1c) Regular crystallisation - edit options

Arranging Pension Benefits Guide – Advisers

You will need to select an 
‘Accumulation’ arrangement to see the 
options for regular crystallisation.



Selecting ‘Edit regular crystallisation’ will take the user 
into a journey similar to when they first set up the regular 
crystallisation. 

The difference this time is that the information previously 
entered is played back to you, with the opportunity to 
amend.

This section confirms you have the authority to proceed 
on behalf of your client as well as details of any existing 
benefit crystallisation events, protections and allowances.
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1c) Regular crystallisation - edit regular step 1
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A summary is shown with details of the PCLS, 
crystallisation amounts and frequency, amount to be 
allocated to drawdown and payment details.

Any amends you make will be reflected in the new 
summary. 

If you are happy with this, you can select Next Step.
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1c) Regular crystallisation - edit regular step 1

Arranging Pension Benefits Guide – Advisers



You can review/select your investment strategy 
(having previously chosen either Select assets or 
Proportional sell).
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1c) Regular crystallisation - edit regular step 2
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For the last step (Step 3) you need to review and agree 
the declarations. Revised client documents will also be 
produced.

Once you are happy you can select Submit.
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1c) Regular crystallisation - edit regular step 3

Arranging Pension Benefits Guide – Advisers

Click each box to confirm 
all declarations.

To consolidate documents, click the 
consolidate boxes and then the Consolidate 
documents button. Documents will also be 
uploaded to the client’s document library.



You might use Edit regular crystallisation strategy if you 
have an asset selected that is running low or you want 
to replace, or if you want to change the proportions 
selected.
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1c) Regular crystallisation - edit regular step 3

Arranging Pension Benefits Guide – Advisers



Selecting Cancel regular crystallisation will play back a 
current summary of what is set up and let you cancel it 
completely.
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1c) Regular crystallisation – cancel regular

Arranging Pension Benefits Guide – Advisers



The final option Review Benefit Allowances allows you to 
update details on any off-platform allowance usage of the 
Lump Sum Allowance and the Lump Sum Death Benefit 
Allowance.

You can store this on the platform by selecting Submit.
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1c) Regular Crystallisation – review benefit allowances

Arranging Pension Benefits Guide – Advisers
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To set up a pension payment, select Edit existing 
pension withdrawals from Pension Management (you 
can find details on how to navigate to this tile at the start 
of this guide).

•	 To select an existing income drawdown arrangement, 
you will need need to choose an arrangement which 
has ‘Crystallised’ in the title.

•	 To amend an in force regular crystallisation, you will 
need to select an arrangement with ‘Accumulation’ in 
the title (section 1b covers the journey for this). 

You will then be able to select the type of change you 
would like to make.

Either:

•	 Take a one-off payment

•	 Change level of income/Payment details

•	 Edit income payment strategy
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2) Pension Payments

If a sale of investments is required to fund a 
pension payment, please ensure this is keyed and 
settled prior to instructing the pension payment.

Select the type of change you would like to make:

•	 Take a one-off payment – must be taken from 
available cash

•	 Change level of income/Payment details – 
start or change the amount of regular income 
or the bank details this is paid to

•	 Edit income payment strategy – change the 
assets that income is paid from. Click Go.
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2a) Pension Payments – take a one-off payment

Arranging Pension Benefits Guide – Advisers

Input the gross amount 
you would like to take 
as a one-off payment.

If you select to 
Generate Document, 
this will produce an 
income illustration that 
will be uploaded to 
the client’s document 
library.

Select the Destination 
Account.

Once you are happy to 
proceed click Submit.
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2b) Pension Payments – change the level of income/payment details

Arranging Pension Benefits Guide – Advisers

Input the Annual 
income required. 
Please note, this is the 
total amount customer 
will receive annually.

Select the Payment 
frequency, Start 
date and Destination 
account.

Click Next step.

A summary of the 
chosen income will  
be displayed at the 
bottom of the page.
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2b) Pension Payments – change the level of income/payment details

Arranging Pension Benefits Guide – Advisers

Select the assets that 
the income is to be 
drawn from.

Click Next step.
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2b) Pension Payments – change the level of income/payment details

Arranging Pension Benefits Guide – Advisers

An Income Illustration 
will be generated and 
uploaded to the client’s 
document library.

Click Submit.

Review the Payment 
Details.



SWP GD 0015 (0825 IH)

Scottish Widows Platform is a trading name of Embark Investment Services Limited, a company incorporated in England and Wales (company number 09955930) with its registered office at 33 Old Broad Street, London, EC2N 1HZ.  
Embark Investment Services Limited is authorised and regulated by the Financial Conduct Authority (Financial Services Register number 737356).

0330 024 2345

service@scottishwidowsplatform.co.uk

scottishwidows.co.uk/platform

mailto:service%40scottishwidowsplatform.co.uk?subject=
http://scottishwidows.co.uk/platform
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