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Enabled ongoing account management with client approval

Highlights

The Techno Centre, Puma Way, Coventry, CV1 2TT, United Kingdom

Resolved complex NEST pension access issue due to account
ownership transfer

Corrected pension contribution records from July 2023 to March
2024

http://www.corientbs.co.uk/


The client was unable to access her NEST pension account because it was
registered under her late father’s name. Without access, pension
contributions for several months (from July 2023 to March 2024) were
inaccurately processed.

To make matters worse, her accountant did not have delegated access to
the account, and NEST’s strict data protection policies meant no progress
could be made without direct involvement from the registered account
holder, which, in this case, was no longer possible.

Introduction

Inheriting financial responsibilities often comes with unexpected
administrative hurdles. One client approached us facing just that—a
legacy NEST pension account registered under her deceased father's
name. Without access to the account, not only were pension contributions
affected, but her ability to meet regulatory compliance was also
compromised. What followed was a detailed journey of persistence,
coordination, and resolution.

The Initial Problem: What Went Wrong?



Corient’s First Solution: The Fix

The New Problem: A Surprise Roadblock

Even with the client ready to help, a procedural challenge arose. As
intermediaries, we were unable to speak directly with NEST on her behalf
or access the account.

Despite our best efforts, NEST support remained cautious and declined
to act without direct confirmation from the client. We had to find a
creative, compliant way to move things forward without breaching
privacy protocols.

Our first step was to contact NEST support and explain the sensitive nature
of the issue. The support team advised that the only way forward was for the
client herself to call NEST, provide her father’s personal information, and
prove her relationship to him.

We promptly relayed this information to the client, guiding her on the
documents required and how to present them effectively.



To navigate this, we executed a detailed step-by-step plan:
Step 1: Initial Outreach to NEST: We contacted NEST, providing a detailed
explanation of the account’s status and the inheritance complication.
Step 2:Case Logging: NEST documented our request within the client's account
and noted the issue for reference.
Step 3:Client Education: We provided the client with clear instructions—what to
say, what documents to present, and how to initiate the verification process.
Step 4:Verification Success: The client followed the guidance and was
successfully verified by NEST, which restored her account access.
Step 5:Credential Sharing: Once access was granted, the client securely
shared the account credentials with us.
Step 6:Contribution Corrections: We logged in, reviewed all pension entries,
and corrected the inaccurate contributions for the period from July 2023 to
March 2024.
This systematic coordination resulted in the complete resolution of both
access and data accuracy issues. Clients facing similar challenges often
benefit from structured services, such as payroll outsourcing, which provide
expert guidance through administrative barriers.

The Final Outcome: A Success Story

By the end of our engagement:
Account access was successfully transferred
Credentials were securely shared for ongoing support
Pension contributions were accurately corrected

The client expressed immense relief and satisfaction.

Corient’s Second Solution: Fixing the New Problem 

https://corientbs.co.uk/blog/payroll-outsourcing-uk/


“I wouldn’t have been able to
manage this alone. Thanks to the
clear guidance and follow-through,
I now have full access and accurate
records.”

Key Takeaways: Why This Matters for Businesses

Inherited accounts can pose major operational and legal roadblocks
Involving the client early ensures compliance and accelerates resolution
Accuracy in pension contributions is essential for long-term financial
clarity

Thorough guidance and collaboration transform compliance hurdles into
success stories.

What the Client Said


