Business Plan 2019/20 to 2021/22 – Q3 Update
Administration and Communications
Key Tasks
Key:
Complete
On target or ahead of schedule
Commenced but behind schedule
Not commenced
xN

Item added since original business plan

xM

Period moved since original business plan due to change
of plan /circumstances

x

Original item where the period has been moved or task
deleted since original business plan

Administration (including Communications) Tasks
Ref

Key Action -Task

A1
A2

Workforce Review
Project Apple
Develop Under/Over Payment
Policies
Review Administration &
Communications Strategy
Statements
Preparation of Member Data
for Valuation and Funding
Reviews
Implement Survivor Benefits
Changes
Member Tracing
GMP Reconciliation
Aggregation Project
Data Improvement Plan
Development / Implementation
LGPS Legal Timescales
Analysis
iConnect
Employer Relationship
Manager (ERM)
Trivial Commutation

A3
A4

A5
A6
A7
A8
A9
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A11
A12
A13
A14
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Administration and Communication Task Descriptions

A1 - Workforce Review
What is it?
The resource requirement relating to the Administration Team (including the Employer
Liaison Team) were considered during 2019/20 resulting in an increase in posts.
These posts are continuing to be filled and this, and the associated training, is likely to
continue into 2019/20. The appropriate resources will continue to be monitored during
2019/20 to ensure existing backlogs are reduced whilst implementing ongoing changes
to the scheme and striving to meet the Fund's agreed key performance indicators.
Timescales and Stages
Filling vacancies and ongoing training

2019/20 Q1

Resource and Budget Implications
All internal costs are being met from the existing budget albeit any necessary changes
to staffing levels or numbers may impact on the budget which will be amended
accordingly from time to time, subject to agreement by the PFC.

A2 – Project Apple
What is it?
Due to incorrect Assumed Pensionable Pay figures being provided by an employer,
the Employer Liaison and Operations Teams of CPF are recalculating a number of
scheme members benefits. This is resulting in some changes to benefits which require
rectification and communication with scheme members. The project is expected to be
largely finished by 31 March 2019 but it is assumed there will be some final elements
that will need completed during the beginning of 2019/20 including verifying the final
financial impact on the employer and the Fund, and further testing of the fix to the
payroll system.
Timescales and Stages
Completion of delivery of Project Apple

2019/20 Q1

Resource and Budget Implications
The work is being completed by ELT, Operations, Mercers and Aon. All expected costs
are outlined in the budgets. The majority of the costs are subsequently being
recharged to the affected employer through its employer pension contribution rate.

A3 – Develop Under/Over Payment Policies
What is it?
It is good practice for a pension fund to have clearly agreed policies and procedures
relating to how to deal with benefits that have been under or over calculated and, where
relevant, under or over paid. This could be for several reasons, including incorrect
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information being provided by an employer or a scheme member, late notification of a
change of circumstances (such as a death of a pensioner) or CPF carrying out a benefit
calculation incorrectly. CPF is currently undertaking the GMP reconciliation exercise
which is likely to result in benefits being recalculated. It therefore is timely to produce
a CPF policy which will consider how members will be dealt with because of the GMP
reconciliation exercise, as well as other situations.
Timescales and Stages
Drafting, approval of and implementation of policy

2019/20 Q1

Resource and Budget Implications
The initial drafting work was carried out during 2018/19 by Aon. The majority of the
final work will be completed internally and within the budgets shown.

A4 - Review Administration and Communication Strategies
What is it?
The CPF Administration Strategy and Communications Strategy were approved at the
March 2016 PFC. The Communication Strategy was due to be formally reviewed in
March 2019 but that was deferred due to team member changes. The Administration
Strategy was updated in March 2017 and is therefore due for review in March 2020,
but this may be carried out as the same time as the Communications Strategy for
consistency purposes. They must be reviewed at least once every three years to
ensure they remain relevant and up to date. Given the close relationship between the
two strategies, it is advantageous to review them at the same point.
Timescales and Stages
Review of Communications Strategy

2019/20 Q1

Review of Administration Strategy (if not done before)

2019/20 Q4

Resource and Budget Implications
This will be led by the Pensions Administration Manager. All costs are being met from
the existing budget.

A5 – Preparation of Member Data for Valuation and
Funding Reviews
What is it?
The triennial actuarial valuation as at 31 March 2019 requires the pension
administration team to provide data to the actuary. This involves additional year end
cleansing exercise post 31 March 2019 to ensure the data is of sufficient quality for
the valuation and to then rectify any anomalies discovered during the valuation
process. The CPF data is expected to be more robust than in previous years due to
ongoing work implementing iConnect, dealing with backlogs and carrying out data
cleansing since the last valuation.
3

Timescales and Stages
Preparation of data for 31 March 2019 valuation

2019/20 Q1 & Q2

Resource and Budget Implications
Carried out by the Technical Team in the main with assistance from the rest of the
Administration team depending on the requirement. All internal costs are being met
from the existing budget.

A6 – Implement Survivor Benefit Change:
Amendment LGPS Regulations & Elmes versus Essex High
Court Ruling
What is it?
The LGPS (Miscellaneous Amendment) Regulations 2018 (SI2018/1366) came into
force with effect from 10 January 2019. These included changes that impact on the
calculation of and entitlement to surviving partner pensions in respect of Civil Partners
or same sex marriages. The Local Government Association are reviewing the
amendment regulations and will issue an impact analysis to LGPS Funds during Q4 of
2018/19 as to how this will affect the administration of survivor benefits in the future
and clarifying where previous dependant pensions already in payment need to be revisited or where a review is required for cases where no dependant pension was paid.
Once this analysis has been received, we will be required to carry out a major review
of affected cases.
In addition, LGPS Funds need to action the outcome of Elmes versus Essex case
where it has been ruled in the High Court that any LGPS members leaving the scheme
between 1 April 2008 and 31 March 2014, and who subsequently died leaving a
Cohabiting Partner, that partner could have a survivors pension paid to them even
without a completed nomination form in place so long as they still meet the eligibility
criteria. Any potential cohabiting partners need to be contacted and surviving partner
pensions put into payment if applicable.
Timescales and Stages
Tracing, contacting, verifying entitlement and recalculating
affected surviving partners

2019/20 Q1 & Q2

Resource and Budget Implications
This project will be absorbed by the Operations Team within Pensions Administration
to ensure all surviving partners prior to the regulation change have been reviewed and
amended where applicable. Any new cases from the date of the amendment
regulations will be dealt with as per the amended legislation and will be treated as
business as usual.
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A7 – Member Tracing
What is it?
To ensure data accuracy, we periodically carry out a member tracing exercise. This
includes carrying out additional verification checks for pensioners living overseas as
well as trying to trace members where they appear to have left the address held on
our pension records. The ability to trace members has become more important as the
2014 LGPS introduced a requirement to pay unclaimed refunds of contributions at
the point of 5 years since date of leaving to those members who are not entitled to a
scheme pension. There are several companies who carry out tracing services for
pension schemes and we will therefore carry out a procurement exercise to identify
and appoint a suitable supplier.
If we find we are still unable to trace any members and the payments are not made
within the required timescales, this could result in the Fund making payments that are
not permitted by law or the payments could incur additional tax charges for both the
Fund and the scheme member. Therefore another element of this project will be to
set up an ESCROW account to facilitate these payments in the future.
Timescales and Stages
Identify members and initiate tender process

2019/20 Q1 & Q2

Establish an Escrow account

2019/20 Q1 & Q2

Carry out initial member tracing/verification exercise

2019/20 Q2 & Q3

Resource and Budget Implications
There will be external costs relating to the appointment of a supplier but these have
not yet been identified. Internal costs will be met by existing budget. This is likely to
impact internal resources in relation to the initial identification process and the resulting
case work.

A8– GMP Reconciliation
What is it?
The government removed the status of "contracted-out" from pension schemes in April
2016. Prior to then, contracted-out pension schemes had to ensure the benefits they
paid met a minimum level and one element of this was a Guaranteed Minimum Pension
(GMP) figure that accrued individually for each scheme member up to April 1997.
Historically pension schemes would go to HMRC to get confirmation of the GMP
amount on retirement. However, as a result of the demise of contracted-out status,
HMRC will no longer be maintaining GMP and other contracting out member records.
This means that the onus will be on individual pension schemes to ensure that the
contracting out and GMP data they hold on their systems matches up to the data held
by HMRC. HMRC will cease to provide their services from April 2019.
Initial work identified that there were significant discrepancies between the two sets of
data (HMRC v CPF), and a significant amount of work is ongoing to determine the
correct benefits, ensure all systems are updated and to process a potentially significant
number of over/underpayment calculations. After the records are reconciled for former
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pensionable employees, the Fund must also ensure the accuracy of national insurance
information held for active members. All GMP's and national insurance information
must be reconciled by dates determined by HMRC. Clwyd Pension Fund decided to
outsource this exercise in 2017/18 to Equiniti and the project commenced during that
year. The timescales below are subject to change depending on the magnitude of the
work and changes to deadlines by HMRC.
Timescales and Stages
GMP data reconciliation and investigation

2019/20 Q1 & Q2

Reconciliation of national insurance information

2019/20 Q1 & Q2

(Active Members)
Benefit correction and system updates

2019/20 Q2 & Q3

Resource and Budget Implications
All costs to be met from the existing budget which includes expected costs for Equiniti
who are carrying out the work and who were appointed as part of a procurement
exercise. This is likely to impact internal resources in relation to any adjustments to
be made to current pension amounts
(i.e. under or overpayments) but the impact
of this is not yet known.

A9 – Aggregation Project
What is it?
When members move/leave employments there are a number of options available to
them and all of these options need to be conveyed to the members concerned. There
are approximately 2,000 records where members need to either be informed that their
records have been aggregated or be provided with their respective options. Software
providers have developed calculations to accommodate these changes. The recent
recruitment to the Aggregation Team has facilitated procedures to be put in place to
address backlogs and maintain these cases as “business as usual” going forward.
Some of the historical cases were outsourced to Mercer for the initial deferment with
approximately 500 still outstanding to be returned to the Aggregation Team for
completion.
Timescales and Stages
This is a high priority project and will be completed as soon as possible.
Clear cases and eliminate backlog
2019/20 Q1 – Q3
Resource and Budget Implications
All costs to be met from the existing budget which includes expected costs for Mercer
who are carrying out some of the work. The rest of the work is to be carried out by the
Pensions Administration Team.
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A10 – Data Improvement
Implementation

Plan

Development

and

What is it?
From 2018/19, the Pension Regulator (TPR) expected all pension schemes to review
their common and conditional (now called scheme-specific) and score the quality of
that data. To assist customers in undertaking this practical assessment of their data,
both common and /scheme specific Aquila Heywood provided a Data Quality service.
This serviced was used during 2018/19 to identify potential issues with the Fund's data.
The LGPS Scheme Advisory Board will also be providing guidance on what LGPS
scheme specific data should be (to provide consistency in checks between
administering authorities).
In addition to measuring and capturing the results of the common and scheme specific
data reviews, the Fund will develop a data improvement plan to capture any other
elements of data that they consider to be inaccurate and ongoing plans.
Timescales and Stages
Develop initial data improvement plan

2019/20 Q1

Research and correct any data anomalies

2019/20 Q1 – Q4

Review scheme specific data checks based on national
LGPS requirements

2019/20 Q1 - Q4

Resource and Budget Implications
To be carried out by the Pensions Administration Team. This may also require
input/information from the employers (subject to findings). The data reports are part of
the system costs included within the budget.

A11 – LGPS Legal Timescales Analysis
What is it?
Following the implementation of monitoring performance against the seven key legal
timescales (as part of the monthly Key Performance Indicators (KPIs) reporting), a full
review is being undertaken of our workflow systems and data quality to enable
monitoring against a wider range of legal deadlines such as those relating to refunds
and divorce. This review will also coincide with the CIPFA Benchmarking KPI review.
Timescales and Stages
Develop further legal timescales reporting process

2019/20 Q1 - Q4

Resource and Budget Implications
All internal costs are to be met by existing budget. It may be effective to outsource
some of the development work to Aquila Heywood but this is not expected to be a
material cost, and it is not included in the budget.
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A12 - iConnect
What is it?
iConnect is the on-line computer module that allows information to be submitted by
employers more directly and efficiently into the pension administration system (Altair).
This is being implemented on a phased basis by employer. We have currently onboarded 25% of our employers including Denbighshire County Council and Flintshire
County Council. Data cleansing work is currently being undertaken to prepare for
Wrexham CBC to on-board.
Timescales and Stages
Onboard Wrexham CBC

2019/20 Q1- Q3

Onboard other employers

2019/20 & 2020/21

Resource and Budget Implications
There will be a time and resource commitment required from employers. All internal
costs are being met from existing budget. The system cost is also incorporated into
the budget. The roll out of iConnect, particularly to Wrexham CBC will involve
significant internal resources which may impact on other day to day work.

A13 – Employer Relationship Manager (ERM)
What is it?
This is a tool within the Altair administration system that acts as a directory for all
individual employer information that we intend to implement. ERM will streamline
where information is held and make it more accessible to the Administration Team.
This will reduce paper files and is easier to keep up to date and maintain than existing
processes.
Timescales and Stages
This is a lower priority project and will be completed as and when resource allows.
Develop, collate, update and maintain

2019/20 Q3 & Q4

Resource and Budget Implications
All internal costs are to be met from the existing budget and the cost of ERM is included
within the existing systems budget.

A14 - Trivial Commutation
What is it?
This is where a member who is entitled to a small pension can elect to give up the
entirety of that pension and instead receive their benefit as a single lump sum payment.
A project will be carried out to identify any pensioners and dependants who may be
eligible for trivial commutation and to offer it to them. This will reduce the administrative
burden on the Fund paying a large number of very small pensions over a number of
years as well as providing greater clarity from a funding perspective. The government
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has a limit for members to trivially commute their pension in relation to their single
pension (£10,000 value – called a "small pot") and total benefits (£30,000 – called
"trivial commutation"). As well as reducing the number of pensioner payments that
require ongoing payment this could also have a positive impact on the funding level as
it removes the liabilities for these members. It will also be welcomed by a number of
pensioners who would prefer a one-off lump sum payment rather than ongoing smaller
payments of little value.
Timescales and Stages
Timescales below are indicative and subject to prioritisation of other administration
work streams.
Identify members eligible to commute under £10,000

2019/20 Q3 & Q4

Communicate with eligible members and pay lump sums

2019/20 Q3 & Q4

Identify members eligible to commute under £30,000

2020/21

Communicate with eligible members and pay lump sums

2020/21

Resource and Budget Implications
The majority (if not all) of this work may be outsourced to Mercer or another external
provider to assist with resourcing. The precise cost of this is as yet unknown but a
contingency has been included for 2019/20 within the budget to cover potential costs.
It will also require input by the Technical Team with some assistance from the
Operational Team, with any such input being focussed on the later stages of the
project. All internal costs are to be met by existing budget.
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Employer Liaison Team Tasks
Ref

Key Action -Task

E1

Review processes
Ongoing development of
workflow reporting
Design financial reporting and
recharge procedures
On-board Wrexham CBC to
iConnect
Plan for ELT further business
and review of resources
Review of Agreements

E2
E3
E4
E5
E6

2019/20 Period
Q1

Q2

x

Q3

Later Years
Q4

2020/21

2021/22

x

x

x

x

x

x

x

x

x

x

x

x

x

Employer Liaison Team Task Descriptions

E1 – Review processes
What is it?
Checking reports from employer payroll systems are comprehensive and accurate.
Covering all requirements including Audit. Potentially extend current reporting and
automate/streamline other processes.
Timescales and Stages
Review FCC processes following job transfer updates
2019/20 Q1
Review procedures following iConnect with Wrexham CBC

2019/20 Q3

E2 – Ongoing development of workflow reporting
What is it?
Making sure processes for recording completed work, are accurate and meet the legal
requirements and service standards within the ELT Agreement and provide
appropriate monthly and annual reporting for employers and internal workflow
management purposes.
Measuring the outstanding cases and reviewing the progress, as follows:
 Proportion of outstanding cases completed per employer against service
standards
 Volume of cases completed and any recording and/or reporting of breaches of
the law
Timescales and Stages
Review and recommend updates

2019/20 Q1
2019/20 Q4

Review updated procedures
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E3 – Design financial reporting and recharge procedures
What is it?
Consider the staff time spent and tasks completed in order to break down charges to
be applied to each employer as part of 31 March 2019 actuarial valuation.
Timescales and Stages
Review timesheets to formulate reporting and recharge
procedures
Provide costs to employers and actuary

2019/20 Q1/2
2019/20 Q2

E4 – On-board Wrexham CBC to iConnect
What is it?
Wrexham CBC, ELT and the Operations Team are all keen to onboard Wrexham CBC
to iConnect. However this will be a major onboarding including the supply (manually)
of significant volumes of missing data, in order to match records between the
employer’s payroll system and the iConnect software in preparation for automatic
monthly uploads going forward.
ELT will:
 consider and estimate how many cases can be completed per month to show
how historical cases will be cleared up in addition to maintaining business as
usual.
 establish adjustments required to accommodate Wrexham CBC transfer to
iConnect and data cleaning involved.
Timescales and Stages
Continue reviewing inconsistencies, working through
spreadsheets

2019/20 Q1

Continuous refining of mismatches going forward

2019/20 Q2

Review cases completed and project according to staffing
levels

2019/20 Q1/2

E5 – Plan for ELT further business and review of resources
What is it?
Consider capacity of the ELT and review the service standards being recorded against
other Fund employers with a view to offering the ELT service to a wider range of
employers.
Timescales and Stages
Consider current and potential staffing levels
Review service standards and open contact with potential
new ELT serviced employers
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2019/20 Q1
2019/20 Q2

E6 – Review of Agreements
What is it?
Periodic review of the scope of the agreements for each employer taking into account
iConnect requirements and scope/success of ELT service to date.
Timescales and Stages
Fundamental review of agreement - FCC

2019/20 Q1

Whistle-stop review to address any issues/new requirements
- FCC

2020/21 Q1

Fundamental review of agreement – Wrexham CBC

2019/20 Q2

Whistle-stop review to address any issues/new requirements
– Wrexham CBC

2020/21 Q2
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