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1. INTRODUCTION

Purpose

This administration report is produced in accordance with the Service Level Agreement (SLA) for
the provision of pension administration services to Lancashire County Pension Fund. The report
describes the performance of Your Pension Service (YPS) against the standards set out in the
SLA during the period 1 April 2015 to 31 March 2016.

Annual Plan — 2015/16

Event Responsibility Your Pension Service (YPS)
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2. Performance

EPIC Update

Since 1 April 2014 employers have been submitting monthly files to Your Pension Service, which
replace many of the forms that they used to complete, and enable YPS to accurately post and
reconcile contributions and pensionable pay to individual member records.

YPS use an internally designed system called "EPIC” to do this. EPIC has helped YPS to ensure
that active member data is accurate and up to date, and that every member receives their correct
pension pot entitlement. The use of EPIC has led the use of EPIC has led to the successiul
production of online annual benefit statements within the new statutory deadline.

Itis also important to have up to date and accurate data in order to properly assess the liabilities
of the Fund. Work is ongoing to ensure the continued submission of monthly data files from
employing organisations in readiness for the 2016 Actuarial Valuation,

O Target Hit

Target Missed

Performance Standards

Service Level Agreements
During the reporting period 29,764 individual calculations/enquiries were completed, of

which 28,476 met the performance standard; an overall performance of 99% was achieved.
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Estimate benefits within 5,498 5478 = 5,221
10 working days
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Payment of retirement
benefits within 10 1,991 1,964 1,892

working days

96% 90%

Payment of death
benefits within 10 2,856 2,830 2,746

working days

90%

Implement change in
pensioner circumstance 4,158 4,085 4,009 100% 95%

by payment due date

Respond to general
correspondence within 2,442 2,418 2,275

10 working days of receipt

94% 90%

Action transfers out 1547 1 528 1.440

(o)
within 10 working days 94%

90%

Action transfers in 578 556 516 90%

within 10 working days

90%

Pay refunds within 1,068 1,057 959 90% 90%

10 working days

Pr_oyide leaver statement 7.053 6,970 6,564 94% 90%
within 10 days

Amend personal records 303 209 294

within 10 working days 98%

95%

VR Estimates 2,156 2,138 2,122 99% 100%

VR Payments 444 441 438 99% 100%

99%

* Qver the period 70,860 tax code changes have been updated
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Fund membership

Retirement Experience

Lancashire County Pension Fund 31/03/16 31/03/15

Number of active scheme members The average time spent to complete each part of the retirement process has been analysed.

County council 27,106 27,405 A guide to the retirement process has been produced to aid the members understanding.

Other employers 29,223 26,774 (See annex A)

Total 56,329 54,179

Number of pensioners Final

County council 22,414 21,765 Regrrgrr:ent Calculate A"Vaig”g documentation RescalcLeie Pay monthly

Other employers 22,093 21,446 o and send options MEmbers from employer and ST ETEl B2 pension
to notification to member response AVC il lump sum

Total 44,507 43,211 6 days 5 days 17 days - gny; e 10 days LRICERE

Number of deferred pensioners

County councill 33,253 29,148

Other employers 28,377 26,665 (average 54 days) Work is underway to streamline the retirement process.

Total 61,630 55,813

Total membership 162466 153,203 Compliments/Complaints
3 C u StO m e r S e rVI Ce During the period the service received 17 compliments that related to the excellent online
' services and the helpful service provided by the staff within Your Pension Service.

During July 2015 Your Pension Service was re-accredited with the Governments Custormer There were 10 complaints received with the majority of them relating to the late payment of
Service Excellence Award. This award focuses on developing customer insight, understanding oension.

scheme members’ experience and delivering a first class service. The Service has held this

award since 2008. This section reports the ongoing work being undertaken (o develop further Complaints in this context are complaints received by the Chief Executives/Leaders Office as
customer insight, to better understand the customers experience and to consider improvements well as complaints received directly to YPS,

In service provision.

My Pension Online Survey Telephone helpdesk

Members who are signed up to the online service were surveyed and below are the most

recent results. The results are used to consider improvements to the user experience. A dedicated helpdesk, AskPensions provides the first point of contact for members and
employers. The helpdesk has a target to answer 90% of calls offered. Between 1 April 2015 and

If you are registered for the “My Pensions Online” system how useful do you find this? 31 March 2016, 60,444 calls were offered and 96% of them were answered. The average wait

time was 40 seconds.

99.5% of the 28,800 emalls received were answered, with 157 emails outstanding as at
31 March 2016.

® 914 Extremely useful
® 16306 Very usefdl

® 944 Moderately useful
® 262 Not so useful

® 244 Not at all useful




4. Appeals

Members who disagree with decisions
taken by their employer or administering
authority may appeal using the Intermnal
Dispute Resolution Procedure (IDRP) under
the LGPS rules. The IDRP is a formal appeal
procedure which contains two stages. The
first stage allows the person to ask the body
who originally made the decision to review i,
l.e. either the employer or the administering

Period 01/04/2015 - 31/03/2016

Appeals
received

5

5. Admissions

The Local Government Pension Scheme is
open to 2 main types of employers,
"Scheduled Bodies and Admissions Bodies”,
Scheduled Bodies are listed within the LGPS
regulations and if they meet criteria are eligible
to participate. During the period 38 employers
applied to join the scheme (2 parish coundails,
15 academies and 21 contractors).
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authority. The second stage allows the person,

If they are not satisfied with the outcome at
the first stage, to ask the Appeals Officer
at the administering authority to review the
disagreement.

Current appeals relate to ill health, and are
currently being dealt with under stage 1 of the
appeals process.

;s ongoing

Admissions Bodies participate through a
written contractual agreement and the majority
of cases are established when outsourcing

a service or function, where the new
contractor wishes to provide continued LGPS
membership.

Admissions to fund — 01/04/2015 — 31/03/2016

Received
38 15

Ongoing

Completed
23

6. Communications

The Team

Communications are delivered by the
Partnerships Team. The team consists of a
Manager and three Client Liaison Officers.

They are the link between Your Pension Service
scheme members and employers. The Team
have been very busy lately hosting a wide range
of events and services for both employers and
scheme members alike.

Employers

The second edition of the employer e-zine was
Issued to all employers, this included articles
on the 2016 Valuation, fund discretions, the
redundancy cost cap and upcoming events.
The Partnerships Team completed the Annuall
Visits to over 30 employers, these are provided
automatically to all employers who have at least
100 active members and are a very popular
method of communication. The visits provide
the opportunity to build and maintain excellent
working relationships with scheme employers.

Employees/Scheme Members

During the period member commmunications
have been around the annual benefit
statements and the Scheme Talk newsletter.
The communications included details on
booking an appointment at one of the many
pension surgeries held throughout the County.

As well as the routine presentations that are
carried out which include attending pre-
retirement courses and ad-hoc ‘Scheme
Basics' presentations, particularly at schools
across the County, who find it difficult to get
time away from work to attend main events,
The Partnerships Team have continued to
deliver roadshow presentations for active
Members across the county, highlighting the
flexibility of the LGPS. A series of presentations
were delivered to coincide with the new rules

surrounding contracting out and proved very
popular with members.

With many organisations going through
restructures, The Partnerships Team have
produced the tailored presentations at the
request of scheme employers to support
staff and provide information on how pension
benefits may be effected.

The first annual Fund Members Meeting was
held at the Guildhall in Preston on 11 November
with over 250 members in attendance

and proved a great success. The agenda
included delivery of the Fund Annual Report,
investments, the Local Pension Board and the
Local Pensions Partnership.

The annual practitioner conference for fund
employers was held at Woodlands on 12
October with over 100 delegates in attendance.

The day included a presentation from
Pensionwise and an update on the new
regulations.

Coming up

As this year is the triannual valuation the fund
IS planning a series of engagement sessions
to communicate with the employers. The
annual Directors Brief is also planned to be
held at County Hall in December. This meeting
is the annual update to Chief Executives and
Chief Finance Officers from the Director of
Administration and the Head of the Pension
Fund. There will also be presentations on
investments, administration and an update from
the Fund Actuary.
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My Pension Online (MPO) |
Pensioners
My Pension Online is an online facility that was developed in 2012 and launched
comprehensively throughout 2013. Through My Pension Online’ members can view their detalils 25000
and also securely update any changes in contact details. As well as this members can run
various pension estimates assisting with planning for retirement. Members can also view their 20000
annual benefit statement via My Pension Online. Other benefits of the system include: allowing
members to view their nominated beneficiaries; access to a host of forms and guides and also 15000
means that Your Pension Service can communicate with registered members via email. Currently
over 45,000 members are registered online.
10000
At every opportunity The Partnerships Team promote ‘My Pension Online” always encouraging
members to get signed up online, also including the benefits of "My Pension Online” in all 5000
presentations. Throughout the period the team continued to deliver “drop in sessions” where
members can sign up and be shown how to navigate the service and these have been held 0
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Below is a summary of how membership of ‘My Pension Online” has grown since 01/03/2013.
Active Members Deferred Members
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/. Leqgislative changes

The 2015/16 year has been another year of
significant change in the world of pensions law.
The following are some of the changes that
had an impact on the Scheme that came into
force during the year:

8. Charges

Your Pension Service makes a charge to the
Pension Fund on a per member basis which
falls within to the lower quartile as reported in
national benchmarking returns. For 2015/16

® During the first few months of operating
the new CARE scheme rules, LGPS funds
had found that various parts were not
working well in practise or needed further
clarification. To address these issues,
Government made The Local Government
Pension Scheme (Amendment)

this charge was set at £21.08 per member as
against a benchmark of £22.

® Atthe 2014 Budget, the Chancellor

announced huge changes allowing people
with defined contribution pension savings
greater freedom and choice as to how and

when they may access those savings. The q 5 R

changes, in the main, took effect from April Government announced further changes 5 00500 & - z
2015. The LGPS gives "defined benefit’ to pension tax relief. In particular, they § o . . 9 s
savings rather than "defined contribution’ have reduced the Lifetime Allowance from 2 osod . O S q o
savings' so the changes did not directly £1.25 million to £1 million and the Annual 5 s _ _ S
Impact on our members. However, the Allowance for high earners. Though these E o002 §
changes had a number of indirect impacts. changes came into force in April 2016, 8 %FC
To give one example, generally speaking, a there were some transitional changes to the £22.004 TE
member must now receive financial advice Annual Allowance rules impacting on the

before they can transfer out their LGPS 2015/16 year, 000

benefits to a defined contribution scheme. -

The Hutton Report in March 2011 made S N S S S S ?; § g S
a number of recommendations as to how < S & s 3 = X & = & >
pUb“C sector pensmn SChemeS ShOU‘d be . All Authorities . Lower QL sion Service

reformed to which government agreed. In
response, the new LGPS CARE scheme
was introduced in April 2014. Further
changes were introduced in April 2015,

as part of which a local pension board for
each fund was set up and the Pensions
Regulator began its new role of overseeing
public sector schemes.

Regulations 2015, The changes came into
force on 11 April 2015, but in the main had
effect back to April 2014.
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