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[bookmark: _Toc95163952]Introduction on Legal & General
Legal & General is one of the UK’s largest and most established financial services providers, founded in 1836. Today, it offers a wide range of services including pensions, life insurance, retirement planning and asset management. While its main operations are in the UK, the company also manages global investments. According to its L&G, (2026), Legal & General manages over £1.2 trillion in assets and serves millions of customers, making it a key player in the UK’s retirement and long-term savings market.
The financial services industry is currently changing rapidly, due to digital technology and shifting customer expectations. More customers now expect to manage their finances online through simple, user-friendly platforms. Research shows that digital engagement in financial services has increased significantly, as people prioritise convenience and accessibility. In response, organisations are investing heavily in digital solutions to improve customer experience and stay competitive Gomber, et al, (2018).
At the same time, demographic changes are increasing demand for financial services. The UK’s ageing population means more people need support with retirement planning and long-term savings. Industry data indicates that UK pension assets are valued at approximately £2.9–£3.2 trillion, highlighting the scale and importance of the retirement market Pensions Policy Institute, (2024) However, growing competition from fintech companies is pushing traditional providers like Legal & General to innovate and strengthen their digital capabilities Lekhi, (2024). 
In response to these changes, this report examines Legal & General’s approach to innovation and customer experience using the Innovation Ambition Matrix and customer journey mapping. It then proposes a digital transformation initiative aimed at improving customer engagement and creating additional value for the organisation.
[bookmark: _Toc1367444043]Key consumer and industry trends and data that affect Legal & General 
The UK financial services industry has undergone rapid transformation in recent years, driven by digital technology, changing customer expectations and an ageing population. Financial services are no longer delivered through traditional channels, as customers now expect quick, personalised, and easy-to-use digital experiences. This shift is particularly important for large organisations such as Legal & General, which operates at significant scale. According to its Annual Report, (2024), the company manages over £1.2 trillion in assets and serves millions of customers worldwide, highlighting the need for efficient, scalable, and data-driven digital platforms. These developments reinforce the view that financial technology is reshaping how services are delivered, improving efficiency while enabling new digital business models Gomber et al., (2017).
This scale of operation is illustrated in Figure 1, which shows the consistent growth of Legal & General’s assets under management.
Figure 1: Legal & General Assets Under Management
	Year
	Assets Under Management (£ trillion)

	2020
	1.1

	2022
	1.2

	2024
	1.1–1.2



Source: L&GAnnualreport.(2024). 
The data demonstrates that Legal & General manages over £1 trillion in assets, confirming its position as one of the UK’s largest global investors. Operating at this scale requires advanced digital infrastructure to manage investments efficiently while supporting a large and diverse customer base.
One of the most important trends shaping the industry is the rapid digitalisation of financial services. Customers increasingly expect to manage pensions, investments, and insurance products online, with real-time access to financial information Kumar, (2025). This is reflected in Legal & General’s operations, where digital platforms support over 5.6 million defined contribution pension members. The size of this customer base highlights the growing reliance on digital systems to deliver efficient and accessible financial services. This aligns with wider industry trends, where around 76% of UK adults use online banking services, demonstrating the widespread adoption of digital financial platforms ONS, (2023). 
This growing customer base is further illustrated in Table 2, which highlights the scale of Legal & General’s customer and pension operations.



Table 2: Legal & General Customer and Pension Scale
	Metric
	Value

	Total Customers
	12.4 million

	Defined Contribution Members
	5.6–5.7 million

	Workplace Pension Assets
	£100+ billion


Source: L&GAnnualreport.(2024). 
The data shows that Legal & General serves over 12.4 million customers, demonstrating the importance of digital platforms in managing large-scale pension schemes and delivering accessible financial services.
Alongside digitalisation, demographic change is also increasing demand for financial services. The UK population is ageing, with around 19% aged 65 and over, which is increasing the need for retirement planning and long-term savings solutions. Legal & General plays a key role in this market, managing over £180 billion in defined contribution pension assets, reflecting strong and growing demand for retirement services. As life expectancy rises, customers require more support in planning and managing their finances over longer retirement periods.
This is supported by Table 3, which highlights the scale of Legal & General’s retirement and pension assets.
Table 3: Legal & General Retirement & Pension Assets
	Metric
	Value

	Defined Contribution Assets
	£180+ billion

	Total DC Assets (recent)
	£200+ billion

	Retail Wealth Assets
	£300+ billion


Source: L&GAnnualreport.(2024). 
These figures confirm Legal & General’s strong position within the UK retirement market and highlight the increasing importance of long-term savings and pension management services.
Further evidence of growth can be seen in Figure 4, which demonstrates the expansion of workplace pensions and investment activity.
Figure 4: Legal & General Growth in Pension & Workplace Assets
	Metric
	Value

	Workplace Pension Assets
	£100+ billion

	Private Market Assets
	£70+ billion

	Pension Risk Transfer Deals (UK)
	£10+ billion annually


Source: L&GAnnualreport.(2024). 
This growth reflects the organisation’s continued investment in retirement-focused services and long-term investment strategies, positioning it strongly within the evolving financial services landscape.
At the same time, competition is intensifying due to the rise of fintech companies offering simple, digital-first services. These firms prioritise user experience and personalisation, raising customer expectations across the industry Lee, & Shin, (2018). In response, Legal & General continues to invest in digital innovation and platform development to remain competitive. Additionally, regulatory changes such as the FCA.org, (2025), are increasing the need for transparency and customer-focused service design.
Overall, these trends demonstrate that the financial services industry is becoming increasingly digital, competitive and customer driven. For Legal & General, maintaining its position at scale requires continued investment in digital innovation, improved customer experience, and more personalised financial services.
[bookmark: _Toc195951742]Part 1: Analysis of Legal & General’s Approach to Innovation
The Innovation Ambition Matrix is a strategic tool used to assess how organisations distribute their resources across different types of innovation. It divides innovation into three key categories: core, adjacent, and transformational. Core innovation focuses on enhancing existing products, services, or processes to improve efficiency and customer experience. Adjacent innovation involves extending current capabilities into new markets, technologies, or services. In contrast, transformational innovation refers to the creation of entirely new products, services, or business models that can significantly alter an organisation’s competitive position. Nagji, & Tuff, (2012), suggest that successful organisations typically allocate around 70% of their innovation efforts to core activities, 20% to adjacent initiatives, and 10% to transformational innovation, ensuring a balanced portfolio that supports both short-term performance and long-term growth.
Applying this framework to Legal & General provides insight into how the organisation approaches innovation within the rapidly evolving financial services industry. In recent years, the financial services sector has experienced significant disruption driven by digital technology, regulatory change and increasing competition from fintech companies. Industry research by Euromonitor, (2024) suggests that digital transformation has become one of the most important strategic priorities for financial institutions seeking to improve efficiency and deliver more personalised customer services. As a result, organisations such as Legal & General must continually adapt their innovation strategies to remain competitive within an increasingly digital financial ecosystem.
[bookmark: _Toc317963297]Core Innovation
A considerable proportion of Legal & General’s innovation activity can be categorised as core innovation, which focuses on improving existing financial services and operational processes. The organisation has invested heavily in developing digital platforms that enable customers to manage pensions, investments, and insurance products online. These digital platforms provide customers with access to financial information, allowing them to monitor pension contributions, track investment performance and update personal account details through secure online portals. According to the L&G, (2024), digital services have become an increasingly key component of the company’s strategy, as customers increasingly expect to manage financial services through digital channels.
Core innovation also includes improvements to operational efficiency using data analytics and automated systems. Digital transformation initiatives have allowed Legal & General to streamline administrative processes, reduce reliance on manual paperwork and improve the overall efficiency of financial service delivery. Westerman, et al, (2014) suggests that organisations that successfully integrate digital technologies into their core business operations often achieve improvements in productivity, customer engagement, and service efficiency.
Furthermore, digital engagement among financial services customers has increased significantly in recent years. According to Vention, (2025), more than 70% of UK consumers extensively use digital financial services, highlighting the importance of digital platforms for financial institutions. By improving digital pension management platforms and online account services, Legal & General strengthens its ability to meet evolving customer expectations while maintaining operational efficiency.
Figure 5: percentage using online banking
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[bookmark: _Toc1099942294]Adjacent Innovation
In addition to core innovation, Legal & General has also engaged in adjacent innovation, which involves expanding existing capabilities into new areas that complement its traditional services. Adjacent innovation allows organisations to leverage existing expertise while exploring new opportunities for growth.
One example of adjacent innovation is the development of digital retirement planning tools and financial wellbeing services. These tools provide customers with interactive retirement calculators, investment projections and educational resources designed to help individuals understand their financial position and plan effectively for retirement. Financial institutions are increasingly investing in financial wellbeing platforms as customers seek greater support in managing long-term financial planning.
The expansion of financial education and retirement planning services also reflects broader changes in consumer behaviour. Lusardi, & Mitchell, (2017) states that many individuals struggle with long-term financial planning due to limited financial literacy. As a result, financial institutions are increasingly providing digital tools that simplify financial information and support better financial decision-making.
Legal & General has also expanded its services into institutional investment and sustainable investment strategies, which represent additional areas of adjacent innovation. The organisation has increasingly focused on responsible investment strategies and environmental, social and governance (ESG) initiatives. According to the L&G, (2024), sustainable investment strategies are becoming increasingly important for institutional investors, reflecting growing demand for responsible financial products.
[bookmark: _Toc903483887]Transformational Innovation
Although Legal & General demonstrates powerful performance in core and adjacent innovation, there remain significant opportunities for transformational innovation within the organisation. Transformational innovation involves developing entirely new digital services or technologies that could fundamentally change how financial services are delivered.
Within the financial services sector, emerging technologies such as artificial intelligence (AI), machine learning and predictive analytics are increasingly being used to deliver personalised financial advice and automated investment management services. Davenport, & Ronanki, (2018) mentions that artificial intelligence allows organisations to analyse large volumes of data to generate personalised insights and improve decision-making processes.
For Legal & General, transformational innovation could involve the development of AI-driven retirement planning platforms, personalised financial dashboards, and predictive financial forecasting tools. These technologies could enable customers to better understand their long-term financial outlook and receive personalised financial recommendations.
The growth of fintech companies further emphasises the importance of transformational innovation. Fintech firms often provide highly personalised digital financial services with user-friendly interfaces and automated advisory tools. According to Lee, & Shin, (2018), fintech innovations are reshaping the financial services industry by offering more accessible and efficient financial services. As a result, traditional financial institutions must continue investing in digital innovation to remain competitive.
Table1: Innovation Ambition Matrix Applied to Legal & General
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[bookmark: _Toc1549092230]Customer Journey Mapping
Customer journey mapping is a valuable tool that helps organisations understand how customers interact with their services across various stages. It allows businesses to identify key touchpoints, highlight pain points, and uncover opportunities to improve the overall customer experience Lemon & Verhoef, (2016). By analysing the full journey, organisations can better design services that are more user-friendly, personalised, and effective.
For Legal & General, one of the most important customer journeys is pension and retirement planning. This journey is central to the organisation’s business model but can often feel complex and difficult for customers to navigate. Many individuals lack confidence in financial decision-making, especially when it involves long-term planning, which means their experience can vary significantly at each stage.
Table 2: Current Customer Journey Map – Pension Customer 
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The journey can be broken down into five key stages: awareness, consideration, purchase, management, and retirement, each with different customer needs and satisfaction levels.
At the awareness stage, customers begin researching pension providers and exploring their options. While Legal & General benefits from strong brand recognition and trust, customers often feel unsure due to complex financial terminology and too much information. This can make it difficult for them to fully understand their choices early on.
During the consideration stage, customers compare different pension products and providers. This stage can be frustrating, as financial projections and long-term outcomes are not always easy to interpret. As a result, customers may feel uncertain or lack confidence in making the right decision.
At the purchase stage, customers open a pension account or begin contributing. Although digital onboarding has improved accessibility, the process can still feel slightly time-consuming or administrative, which can affect the overall experience.
In the management stage, customers monitor their pension over time through online platforms. While access to information is available, many customers struggle to understand investment performance or what it means for their future, leading to lower engagement.
Finally, the retirement stage is the most critical and often the most stressful part of the journey. Customers begin accessing their pension and making important financial decisions. Without clear guidance or support, this stage can feel overwhelming, which negatively impacts satisfaction Lusardi, & Mitchell, (2017). 
[bookmark: _Toc1842218529]Causal Loop Diagram – customer engagement problem
To further understand the challenges identified in the Innovation Ambition Matrix and customer journey analysis, a causal loop diagram (CLD) can be used. This helps explain how different issues are connected and how they reinforce each other over time. In this case, the main problem within Legal & General’s current model is low customer engagement driven by complexity and lack of personalisation.
[image: ]
The causal loop diagram highlights a reinforcing negative cycle within Legal & General’s current customer experience. As shown, complex financial information increases customer confusion, which reduces engagement with pension services. Lower engagement leads to poorer understanding and reduced confidence in financial decision-making, decreasing customer satisfaction. As satisfaction declines, customers are less likely to actively use digital platforms, limiting the data available for personalisation. This lack of personalisation further increases the complexity of the experience, reinforcing the cycle. Overall, the diagram demonstrates how interconnected issues within the customer journey contribute to ongoing low engagement and highlights the need for more personalised and simplified digital solutions.
[bookmark: _Toc2079049898]Part 2: Proposed Digital Transformation Initiative for Legal & General
[bookmark: _Toc728412862]AI-Driven Personalised Retirement Ecosystem
The analysis in Part 1 identified several key limitations within the current customer journey provided by Legal & General, particularly the complexity of pension information, limited personalised financial guidance and the difficulty customers experience when interpreting long-term retirement projections. These challenges are widely recognised across the financial services sector, where retirement products often involve complex terminology, investment risk, and uncertain future outcomes. Lusardi, & Mitchell, (2017) highlights that many individuals struggle to make effective financial decisions due to limited financial literacy and uncertainty surrounding long-term savings outcomes. As pension systems increasingly shift responsibility for retirement planning from governments to individuals, the ability to understand financial products and make informed financial decisions has become increasingly important.
In addition to financial literacy challenges, customers often face information overload and fragmented financial data when managing retirement savings. Many pension holders have multiple pension schemes accumulated throughout their careers, making it difficult to monitor total retirement savings or understand long-term income projections. Industry data from Euromonitor shows that financial institutions are increasingly expected to deliver seamless, integrated digital experiences across the customer journey, with embedded finance and digital platforms playing a critical role in improving accessibility and personalisation Euromonitor International, (2024). Research also emphasises that customer satisfaction is now heavily dependent on the quality and integration of financial services within digital ecosystems, as consumers prefer simplified, “one-stop” platforms that consolidate services and information. However, many traditional financial service providers continue to rely on fragmented legacy systems, limiting customers’ ability to gain a clear and holistic understanding of their financial position, particularly in areas such as retirement planning.
Furthermore, behavioural economics research suggests that individuals often delay or avoid long-term financial planning due to psychological biases such as present bias and decision inertia. Individuals frequently prioritise short-term financial needs over long-term savings, resulting in insufficient retirement contributions. These behavioural barriers highlight the need for financial institutions to design digital tools that actively encourage positive financial behaviours and simplify financial decision-making.
To address these challenges, this report proposes the development of an AI-driven personalised retirement ecosystem, designed to support customers throughout the entire retirement planning journey. The proposed platform would combine artificial intelligence, predictive analytics, and behavioural finance insights to deliver personalised retirement projections, automated financial guidance, and simplified pension management tools. Rather than acting solely as a passive financial account interface, the platform would function as an interactive financial planning ecosystem that actively supports customers in making informed retirement decisions.
Artificial intelligence is increasingly being adopted across the financial services industry to improve operational efficiency, automate decision-making and enhance customer experience. Industry data indicates that the AI market within financial services is valued at approximately $17 billion in 2024 and is expected to grow significantly in the coming years, reflecting rapid investment in AI-driven technologies such as risk analytics, automation, and personalised financial services. Financial institutions are increasingly using AI-based tools for fraud detection, customer service automation, and tailored financial advice, demonstrating the growing strategic importance of AI in the sector. Similarly, research by Davenport, & Ronanki, (2018) suggests that AI technologies enable organisations to analyse large volumes of data to deliver more personalised insights and improve decision-making processes.
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Sourced on: omnium.fintechreport,(2024)
For Legal & General, implementing an AI-driven retirement ecosystem could enable the organisation to move beyond traditional financial service delivery towards a more proactive and data-driven customer experience model. By analysing customer financial behaviour, pension contributions and investment performance, the platform could generate personalised retirement forecasts and tailored financial recommendations that help customers better understand their long-term financial outlook.
[bookmark: _Toc1602188157]Key Features of the Proposed Platform
The proposed AI-driven retirement ecosystem would introduce several digital features designed to improve financial transparency, customer engagement, and retirement planning effectiveness.


Figure 3: Platform Features
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The integration of behavioural finance principles is particularly important in improving retirement outcomes. Behavioural research indicates that individuals are more likely to save for retirement when provided with automated enrolment, reminders, and simplified decision-making processes, which reduce inertia and improve participation rates Madrian and Shea, (2001). By incorporating behavioural nudges within digital platforms such as personalised prompts and clear financial insights organisations like Legal & General can encourage customers to make more proactive financial decisions while increasing engagement with retirement savings.
[bookmark: _Toc549510701]Causal loop diagram – AI- driven retirement ecosystem
The causal loop diagram shows how the proposed AI-driven retirement ecosystem can create a positive cycle that improves both customer experience and financial outcomes. By using AI to personalise information, customers can better understand their pension and overall financial position. This clearer understanding makes them more likely to engage with the platform, check their progress, and make more informed decisions. As engagement increases, customers are more likely to contribute more and take a more active role in managing their pension, which leads to better financial outcomes over time Lemon, & Verhoef, (2016).
As customers begin to see these improvements, their trust and satisfaction grow, making them more likely to continue using the platform regularly. This increased usage also generates more data, allowing the system to offer even more personalised and relevant insights. In this way, the experience continues to improve over time. Overall, the diagram highlights how digital innovation can shift the customer journey from something confusing and passive into a more supportive, engaging and continuously improving experience.
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[bookmark: _Toc690008839]Enhanced Customer Journey
The proposed digital platform would significantly improve the current customer journey by making financial services feel more personal, simple, and interactive. Instead of customers feeling confused or unsure, the focus is on helping them feel more in control, informed, and supported. The enhanced journey is designed to reduce complexity, improve transparency and provide guidance at every stage, making retirement planning much easier to understand.

Figure 4: Enhanced Customer Journey
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Overall, this improved journey helps customers move from simply checking their pension occasionally to actively managing and understanding their finances. It makes the experience feel less overwhelming and more supportive, helping customers build confidence and stay engaged throughout their financial journey.
[bookmark: _Toc571453890]Strategic Value for Legal & General
The proposed digital transformation initiative would generate several strategic benefits for Legal & General.
Firstly, the platform would significantly enhance the customer experience by simplifying financial information and providing personalised retirement planning tools. According to Lemon, & Verhoef, (2016), organisations that design services around customer journeys are more likely to improve customer satisfaction and long-term loyalty. By providing interactive financial insights and personalised guidance, Legal & General could improve customer engagement and strengthen customer relationships.
Secondly, the initiative would strengthen Legal & General’s competitive position within the financial services sector. The growth of fintech companies has increased competition within the financial services industry by introducing more agile and technology-driven financial services. According to Lee, & Shin, (2018), fintech firms are reshaping the financial services landscape by offering user-friendly digital platforms and automated financial advisory services. By adopting advanced digital technologies, Legal & General could compete more effectively with fintech firms while maintaining its reputation as a trusted financial provider.
Thirdly, the platform could improve operational efficiency by automating routine customer interactions and reducing the demand for manual customer support. AI-powered chatbots and automated financial insights could reduce the number of routine service enquiries while allowing financial advisors to focus on more complex financial planning cases.
Finally, the platform could increase customer engagement and long-term savings behaviour. By providing personalised financial insights and behavioural nudges, the platform may encourage customers to increase pension contributions and engage more actively with retirement planning. This aligns with Legal & General’s broader strategic objective of supporting customers in achieving long-term financial security.
[bookmark: _Toc1465844537]Measuring the Impact and Success of the Initiative
To ensure that the proposed digital transformation initiative delivers measurable value, several key performance indicators (KPIs) should be used to evaluate its impact.
Figure 5: Key Performance Indicators
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Monitoring these metrics would enable Legal & General to evaluate whether the digital transformation initiative successfully improves customer experience, operational efficiency, and long-term financial engagement.

[bookmark: _Toc1172820748]Conclusion 
This report has critically examined how innovation and digital transformation can enhance the customer experience and long-term strategic performance of Legal & General within the evolving UK financial services sector. The analysis highlighted that the industry is undergoing significant structural change driven by technological advancement, demographic shifts, and increased competition from fintech organisations. Market data from sources such as Euromonitor and Statista demonstrates that digital financial engagement and demand for retirement planning services are continuing to grow, placing increasing pressure on traditional financial institutions to modernise their service delivery and improve customer engagement.
The application of the Innovation Ambition Matrix in Part 1 demonstrated that Legal & General currently places a strong emphasis on core innovation, particularly through the improvement of digital pension platforms and online account management services. The organisation has also developed adjacent innovations, such as digital retirement planning tools and financial wellbeing resources, which help customers better understand their financial situation. However, the analysis also revealed that there are significant opportunities for transformational innovation, particularly through the integration of advanced technologies such as artificial intelligence and predictive analytics within financial planning services.
The customer journey mapping analysis further identified several challenges within the existing customer experience, including complex pension information, limited personalised financial guidance and difficulties in understanding long-term retirement projections. These issues reflect broader challenges within the financial services sector, where customers often struggle with financial literacy and long-term financial decision-making.
To address these challenges, Part 2 proposed the development of an AI-driven personalised retirement ecosystem, designed to provide customers with personalised financial insights, predictive retirement forecasting and simplified pension management tools. By integrating artificial intelligence, behavioural finance principles and digital analytics, the proposed initiative has the potential to significantly enhance customer engagement and improve retirement planning outcomes.
Overall, continued investment in digital innovation and customer-centred design will be essential for Legal & General to remain competitive within the rapidly evolving financial services industry while supporting customers in achieving greater financial security throughout retirement.
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