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COMMUNICATIONS STRATEGY

Introduction and Background

This is the Statement outlining our Pension Communication Strategy for the Clwyd Pension
Fund (“the Fund”) as per Regulation 61 of the LGPS Regulations 2013, and has been
developed following consultation with employers in the Fund, scheme member
representatives, Pension Board members and other interested stakeholders.

The aim of this Communication Strategy is to ensure that scheme members appreciate the
benefits of the scheme and all stakeholders are kept informed of developments within the
Pension Fund, and effective communications will also help to maintain the efficient running
of the Scheme.

Flintshire County Council (the "administering authority") is responsible for the local
administration of the Fund, which is part of the Local Government Pension Scheme (“the
LGPS”). The Fund comprises 43 employers with active members, and approximately
47,000 scheme members (including active members, deferred and pensioner members).

The Statement sets out who we will communicate with, how this will be done and how the
effectiveness of that communication will be monitored. It outlines the type of
communications the administering authority would like to provide to its stakeholders and
how we are moving more towards electronic communications rather than paper based.

The Clwyd Pension Fund recognises that there are several distinct stakeholder groups,
such as;

= Scheme Members (active, deferred, pensioner and dependant members) and
prospective Scheme Members

=  Scheme employers and prospective Scheme employers
= Pension Fund Committee and Pension Board members, Advisory Panel
= Pension Fund Staff

= Other interested organisations including Government Departments, Scheme
Advisory Board and Advisors to the Pension Fund.

The main means of communication with these key stakeholders are outlined in this
statement, which includes making more use of technology to provide quicker and more
efficient communications for the Fund's stakeholders.



Implementation

The Clwyd Pension Fund's business plans for 2019/20 to 2021/22 include a number of
projects which will improve communications and help meet the aims and objectives of this
Statement.

These include:
= a major review of the Fund's website
= implementing self-service web functionality to scheme members

= implementing new software that will allow employer data to be loaded directly, and
therefore more efficiently, into the pension administration software — this in turn will
assist in more timely communication with scheme members.

Regulatory Basis

The LGPS is a statutory scheme, established by an Act of Parliament. Regulation 61 of
the Local Government Pension Scheme Regulations 2013, reproduced below, provides the
conditions and regulatory guidance surrounding the production and implementation of
Communications Strategies:

Statements of policy concerning communications with members and Scheme employers

61. (1) An administering authority must prepare, maintain and publish a written statement
seftting out its policy concerning communications with —

(a) members;

(b) representatives of members;
(c) prospective members; and
(d) Scheme employers.

(2) In particular the statement must set out its policy on —

(a) the provision of information and publicity about the Scheme to members,
representatives of members and Scheme employers;

(b) the format, frequency and method of distributing such information or publicity;
and

(c) the promotion of the Scheme to prospective members and their employers.

(3) The statement must be revised and published by the administering authority following
a material change in their policy on any of the matters referred to in paragraph (2).

This statement has been developed to include the information required by those provisions
and to describe our approach in relation to meeting these requirements in the delivery of
communications.

Fhe- Clwyd-Pension-Fund-ensures-itcomplies-withThe Occupational and Personal Pension

Schemes (Disclosure of Information) Regulations 2013 and other legislation includes



various requirements relating to the provision of information relating to pensions (in addition
to the requirements in the Local Government Pension Scheme Regulations). The Clwyd
Pension Fund aims to adhere with all such legislation and related statutory or best practice
guidance. This includes the Pension Regulator's Code of Practice for Public Service
Pension Schemes.

There are other regulatory requirements that the Fund adheres to, including the General
Data Protection Regulations, the Freedom of Information Act and legislation around the
use of Welsh language.

Our Aims and Objectives

Mission Statement
The Clwyd Pension Fund Mission Statement is:

= to be known as forward thinking, responsive, proactive and professional, providing
excellent customer focused, reputable and credible service to all customers.

= to have instilled a corporate culture of risk awareness, financial governance, and to
provide the highest quality, distinctive services within the resource budget.

= to work effectively with partners, being solution focused with a ‘can do’ approach.

In addition, we have specific aims and objectives in relation to our communication
responsibilities as set out below.

Communication Aims and Objectives
This Communications Strategy has a number of specific objectives relating to how we
communicate with our stakeholders, as follows;

= Promote the Scheme as a valuable benefit and provide sufficient information so
members can make informed decisions about their benefits

= Communicate in a clear, concise manner

= Ensure we use the most appropriate means of communication, taking into account
the different needs of different stakeholders, but with a default of using electronic
communications where efficient and effective to do so.

= Look for efficiencies and environmentally responsible ways in delivering
communications through greater use of technology and partnership working.

= Regularly evaluate the effectiveness of communications and shape future
communications appropriately.



Delivery of Communications

Flintshire County Council has delegated responsibility for the management of the Pension
Fund to the Clwyd Pension Fund Committee, taking into consideration advice from the
Pensions Advisory Panel and the Pensions Board. The Committee will monitor the
implementation of this Strategy on a regular basis as outlined later in this statement.

The communication aspect of the Fund is undertaken ‘in-house’ by a dedicated Regulations
and Communications Team including a designated Communications Officer. The
operational structure of the Clwyd Pension Fund is illustrated in the schematic diagram
below. This structure is-beinghas been reviewed during 2018/19 and the outcome of the
final review is as follows:

CLWYD PENSION FUND
MANAGER
Philip Latham

PENSIONS FINANCE
Investments, Accounting and
Governance

PENSIONS ADMINISTRATION
Day to day administration

Karen Williams Debbie Fielder
Pension Administration Manager Deputy Head of Chwyd Pension Fund
REGULATIONS /
OPERATIONAL EMPLOYER LIAISON
1 Principal Pensions Officer - - 1 Investment Officer
. o : 1 Principal Pensions L i .
1 Lead Technical 2 Principal Pensions Officar 1 Principal Pensions (Traines)
Development Officer officers 1 Communications oOfficer 1 Pension Fund
1 Technical Development 6 Lead Pension Officers Dfficer 1 Lead Pension Officer Accountant
Officer 8.6 Pensions Officers 0.8 Pensions Officer 4 Pensions Officers 2 Finance Officers
2 Pensions Payroll Officer 2 Pensions Assistants ZIPEI'IE-I:IHS Assistants 1 Pensions Assistant 1 Governance & Business
0.4 Pensions Assistant support Officer

The Clwyd Pension Fund may consider using external means to provide some of their
communication services, which is likely to include various software packages to allow
high quality electronic communications. In addition, the Pension Administration Section
will look for opportunities to work collaboratively with other funds so as to reduce
development costs and enhance the quality of information. This might include:

=  Working with other funds through the Pensions Officer Group networks or the All
Wales network to produce communications, which can then be customised further
where necessary to meet the needs of the Clwyd Pension Fund

= Participating in joint training sessions with other funds.

How we Communicate



Ensuring that key stakeholders are well informed about the LGPS is of paramount
importance. The Fund recognises that communicating in a clear informative style is vital in
achieving this aim.

The Clwyd Pension Fund always aims to use the most appropriate communication medium
for the audience receiving the information. This may involve using more than one method
of communication based on the intended audience, albeit the Fund will aim to utilise
electronic communications where appropriate to do so given the efficiencies and ease of
access it provides, as well as it being more environmentally friendly. Scheme members
will be able to elect not to receive electronic communications, in which case they will be
continued to be sent hard copy communications only where the Fund is required to do so.

There may be circumstances where information is issued electronically, but for practical
reasons (including costs), equivalent information will not be issued to those members who
have elected not to receive electronic communications. For example, if a member’'s email
address is held, a short email might be issued highlighting a new article placed on the
Fund's website which is not a matter that legally requires notification to all scheme
members. This will equally apply to members who have not registered for Member Self-
Service.

Consequently, for those members who have not registered for Member Self-Service or who
have not opted to receive paper copies of our communications, we will continue to send
scheme communications in paper format where we are required by law to issue a
communication; communications may not be issued where there is no legal requirement.
We will continue to promote Member Self-Service for these members as all
communications (whether required by law or not) will be notified using Member Self-
Service.

Furthermore, the Fund may use facilities such as Twitter to communicate short alerts.

All of the Clwyd Pension Fund’s generic scheme member communication material is bi-
lingual. Clwyd Pension Fund complies with Welsh language legislation and we ensure all
communications are published in both English and Welsh languages at the same time.
Scheme members are also able to receive all personal correspondence in Welsh should
that be their preferred language.

The Fund’s information is also available in alternative formats for example, Braille, large
print, BSL Video/DVD, audio tape and other languages on request.

The Fund also adheres to other legislative requirements, including the General Data
Protection Regulations, Freedom of Information Act, and pension disclosure legislation.
The Fund also aims to adhere to good practice standards such as the National Website
Standards.



Methods of Communication

The following sections summarise the key methods of communication used by the Fund.
The frequency of each communication is not restricted and may vary depending on the
urgency of the information being conveyed.

a) With Scheme Members and Prospective Scheme Members
Effective communication promotes the LGPS as a benéefit, therefore reducing the impact of
misleading media information.

Website

The Fund’s website (http://www.cronfabensiynauclwyd.org.uk (Welsh)
or http://www.clwydpensionfund.org.uk (English)) is available to
everyone. It contains information about the Fund and the LGPS.
Members are able to download scheme literature and forms. More
detailed information on the scheme can also be obtained on the national
LGPS website at https://www.Ilgpsmember.org

Clwyd Pension Fund’'s website has to adhere to national standards
regarding accessibility to the website and how the content is structured.

Member Self
Service (MSS)

Member Self Service is available to the Fund's scheme members. It
allows members to log into a secure web area to view information held
on their Fund record. Some of the facilities available to members
include: ability to update their own personal details, update death grant
expressions of wish, calculate retirement estimates and review Annual
Benefit Statements online. Electronic communications are issued
directly to scheme members via the Member Self Service facility; these
are generally via an email alert directing the member to log into their
Member Self Service to view the relevant information.

Annual Benefit
Statements

These statements are distributed annually to all active and deferred
scheme members. These statements are issued to members’ via their
Member Self Service accounts and are downloadable from there. Paper

statements are only issued to home addresses m—ereler—te—eemply—wrth

e*teneled—set—ef—netesaa&#able—e%neanel—enby member request



https://www.lgpsmember.org/

Generic
Newsleftters

The Fund issues a periodic newsletter called Penpal to contributing
members, bringing to their attention information such as changes to
scheme rules, and including important Facts & Figures from the Annual
Report. This is issued once a year.

The Fund also sends a newsletter once per year to its pensioners
entitled Clwyd Catch Up. This is usually sent with the annual pensions
increase notification and explains how their new annual rate of pension
has been calculated. It also includes topical information such as relating

to the budget and State beneflts Bem—newslette#s—ape—eu#enﬂy

Both newsletters are uploaded onto our Member Self Service portal for

members to download them. If any members have opted out of using
MSS, they receive a hard copy through the post.

All newsletters are available to view on the Fund's website.

Regulatory
Update
Newsletters

Pensions Extra and Deferred Diaries are newsletters that are issued on
an ad hoc basis to notify pensioner and deferred members of urgent
issues concerning the LGPS.

All newsletters are available to view on the Fund's website.

Pension
Presentations/
Workshops/Drop-
in Sessions

The Fund offers LGPS presentations, workshops, and drop-in sessions
throughout the year on any pension related mattersas—part—-of-pre-
retirement-planning. Employers can also request for an officer from the
Fund to visit and speak with their staff about the LGPS. The information
given out at these events is constantly reviewed to ensure that it is up-
to-date and takes into account any changes in the pension regulations.
LGPS literature, ranging from scheme booklets to death grant
expression of wish forms,-is-always-available-atthese-events are always
promoted at these events. Members are informed of where they can be
found on our website for download or electronic copies can be emailed
directly to the member.

Telephone and
email / Open
Office Policy

All members and prospective members have the opportunity to
telephone, fax or email the Fund for information
(pensions@flintshire.gov.uk).

Members are also able to visit the Clwyd Pension Fund offices by
appointment only so that they can discuss general LGPS matters.
However, estimates are not able to be provided on the day of the one-
to-one.




Pre-Retirement
Courses

The Communications Officer attends regularly organised pre-retirement
courses to inform members who are approaching retirement age about
Local Government retirement procedures. The courses are run in
partnership with Gwynedd Pension Fund and are offered to all North
Wales LGPS members via their employers.

Literature

The Fund ensures pension-related literature is available to scheme
members, including:

e A Short Scheme Guide to the Local Government Pension
Scheme, which is sent to all members upon joining the Clwyd
Pension Fund.

e Aretirement pack sent to all members about to retire.

e Your Ponsi Reti _ which—is_distributed "

| I ide thei : I .

o Fact-sheets on numerous areas including ill-health retirement,

maternity leave, flexible retirement and commutation. Fhey-are

produced on an All Wales basis.

All Fund literature is available on the website enabling 24 hour access.

Pensions
Taxation
Correspondence

e : Senior M - lovel.

The Fund has a separate policy on how it will communicate with scheme
members to help them understand whether they may be impacted by the
annual or lifetime allowance. This is because this is a particularly
complex area. This policy is focussed on providing basic information to
all scheme members and more detailed information where it appears a
member may be at risk of exceeding the annual or lifetime allowance,
based on their Clwyd Pension Fund membership.

Annual Report

The Annual Report is published to highlight how the Fund has performed
during the previous financial year. It also includes statements with
regards to investment principles, funding strategy, risk, governance,
audit and administration. It is available on the Fund's website.




b) With Employers

Effective communication between the Fund and its employers reduces errors, improves

efficiency, ensures

more timely communications to scheme members and leads to good

working relationships. The main means of communication with employers are outlined

below.

Administration
Strategy

The Fund's Administration Strategy provides an overview of how the
administering authority and employers will work together to achieve a high
quality service. It sets out, in detail, the obligations and responsibilities of
both the Fund and the employer to achieve set performance standards.
This is available on the Fund's website.

Service  Level
Agreements
(SLAs)

SLAs ensure best practice and also comply with audit requirements. The
SLA sets out, in detail, the obligations and responsibilities of the employer,
concerning all aspects of LGPS administration. These Agreements are
reviewed and updated annually taking into account changes made to the
regulations and feedback from the Fund’s employers. All the Fund's
employers are required to sign and return the SLA each year which helps
to ensure they acknowledge their responsibilities.

Employer  key
contact officers
and meetings

We expect each employer in the Fund to designate a named individual to
act as their key contact officer; this individual will be the main contact with
regard to any aspect of administering the LGPS and the employer must
keep the Fund aware of the contact details for that person.

The Operations Section consists of teams led by Principal Pensions
Officers. Each team is responsible for the day to day operations for
specific employers. The designated Principal Pensions Officer, will
contact, and where relevant, meet with the employer’s key contact officer
to discuss any issues relating to the LGPS and/or raise any issues around
the performance of the employer or services provided by the Fund.
Further meetings will be arranged if necessary, and may be escalated to
include the Pensions Administration Manager.

Annual
Employer
Meeting

Employers have the opportunity to meet with members of staff from the
Clwyd Pension Fund and receive updates and presentations from
selected speakers who address the current issues and changes to the

Clwyd Pension Fund and the LGPS. This-meeting-takes-place-on-the
morning-of the-Annual-Joint Consultative-Meeting:




Annual Joint
Consultative
Meeting (AJCM)

The AJCM invites employers, Trade Union representatives and other
scheme member representatives to discuss the latest pension issues and
to keep up-to-date with Local Government Pension Scheme
regulationschanges and matters affecting the Fund. The AJCM is
normally attended by the Fund Actuary, Investment Managers Consultant
and Independent Adviser and usually includes presentations summarising
the main aspects of the Fund’s annual report and accounts.

Training
Sessions

Training sessions are offered to each employer. The sessions include
training on the LGPS regulations and administration procedures and are
offered to all relevant staff.

Website

All employers have access to the Fund’s website
(https://mss.clwydpensionfund.org.uk) which includes a range of
information relating to the scheme benefits and also management of the
Clwyd Pension Fund.

The employers also have their own website section:
https://mss.clwydpensionfund.org.uk/home/employers/index.html
that they can visit to find out how to implement LGPS regulations.

Additional guidance can also be found on the LGA website:
https://www.lgpsregs.org/

Email Updates

The Fund communicates with employers using an email distribution list
including key staff from all employers. This distribution list is used to
highlight general updates about the LGPS and to remind employers of
facilities available to them and their staff, i.e. pension presentations and
drop-in sessions. The Fund emails employers to inform them when a
news alert is added to the website.

Employer
Bulletins

The Clwyd Pension Fund Employer Bulletin will be emailed to employers
annually to inform them of important LGPS issues. It will also be used to
summarise all of the LGPS changes for the past 12 months and will also
include updates on any major changes expected. Additional employer
bulletins are issued throughout the year if urgent information needs to be
sent to our employers.



https://www.lgpsregs.org/

i-Connect

i-Connect is the software that the-larger all employers in the Fund will-be
regquired-to-use should work towards using to submit information to the
Pension Administration Section. The system provides for efficient and
timely data submission due to the automated validation it provides. Any
employerOnce i-Connect has been made—available implemented and
training has been provided to an employer, any employer not providing
data using i-Connect will be charged additional administration costs due
to the fact that other methods can result in great time spent validating data
and hence significant delays in processing, which in turn impact the
quality and timeliness of information provided to scheme members. On
request, training will be provided by the Technical Team to ensure all
employer key contact officers understand how to use the system. (Note
— at the point of writing, i-Connect is still being implemented with the final
employers due to go live by the end of 2020/21).

Employer
specific events

A Fund Officer is available to attend any employer specific events to assist
employers in understanding their responsibilities.

¢) With Pension Fund Committee and Pension Board members:

Effective communication ensures that Pension Fund Committee and Pension Board
members are appropriately knowledgeable and able to act in the best interests of the Fund
and its members.

Members are provided with regular reporting on all areas relevant to pensions, including
investment, funding, audit, governance, administration and risk. This is communicated in a
variety of formats including via the external website, the infonet, the annual report and
accounts, through committee meetings and through regular training in line with the Fund's
Training Policy.

The maijority of reports provided to Pension Fund Committee members, together with the
meeting minutes, are available on the Council's website:-

http://cyfarfodyddpwyllgor.siryfflint.gov.uk/ieListMeetings.aspx?Cld=445&Year=0&LLL=un
defined.

http://committeemeetings.flintshire.gov.uk/ieListMeetings.aspx?Committeeld=445&LLL=0

The Committee papers also include the minutes from the latest Pension Board meeting.


http://cyfarfodyddpwyllgor.siryfflint.gov.uk/ieListMeetings.aspx?CId=445&Year=0&LLL=undefined
http://cyfarfodyddpwyllgor.siryfflint.gov.uk/ieListMeetings.aspx?CId=445&Year=0&LLL=undefined
http://committeemeetings.flintshire.gov.uk/ieListMeetings.aspx?CommitteeId=445&LLL=0

d) Information for Fund Staff:
Effective communication ensures that Fund staff are confident and prepared to undertake

their role, as follows:

Clwyd Pension Fund
Manager

The Clwyd Pension Fund Manager maintains an open-door policy
ensures they are available for any of the Fund staff who may want
a one-to-one with them. In addition, staff have unrestricted access
to their supervisors and senior colleagues to discuss and resolve
work related issues.

Pensions
Administration/Finance
Manager

The Pensions Administration and-Finance-Managers-maintain-an
open-door—policy Manager, Clwyd Pension Fund Manager and

Deputy Head of Clwyd Pension Fund ensure they are available for
any Fund staff who may want a one-to-one with them. In addition,
staff have unrestricted access to their supervisors and senior
colleagues to discuss and resolve work related issues.

Administration Section
Meetings

Normally held on a monthly basis to discuss operational and
technical issues, ensuring there is a shared understanding of any
issues and developing a consistent approach towards addressing
them. In addition, the Pensions Administration Management team
meet fortnightly.

Appraisal and Training

All new members of staff undergo an induction procedure to
acquaint them with the operational running of the Fund.
Subsequently, all pension staff also receive both in-house and
external training. Staff at all levels in the Fund have annual
assessments, with a mid-year review, during which there are open
discussions of work issues and areas for development. This
dialogue is supplemented by regular one-to-one meetings within
team structures.

TEC  (Training &
Education Centre)

Clwyd Pension Fund utilises an e-learning facility. This allows Fund
staff to work through these e-learning modules to enhance other
learning and on-the-job training that they receive. The modules
include a timeline of LGPS regulations and how to process
calculations




e) Communicating with other bodies:
There are a number of other interested parties with whom we communicate as required,
including:

Ministry of Housing, | The Fund has regular contact with MHCLG as a responsible LGPS
Communities, and | Fund, participating and responding to consultations, as required.
Local Government
(MHCLG)

Local Government | The LGA liaises with LGPS Funds and MHCLG to ensure that all
Association (LGA) LGPS regulations are administered correctly as per MHCLG’s
instructions.

Scheme Advisory | The national SAB was established following the Public Services
Board (SAB) Pensions Act 2013. It provides advice to the Fund and Local
Pension Boards in relation to the effective and efficient
administration and management of the Scheme and their funds.
We therefore liaise with the SAB as appropriate.

The Pensions | The Pensions Regulator's remit has been extended to the Public
Regulator Sector as a result of the Public Services Pensions Act 2013. The
Fund liaises with the Regulator as required to ensure that it is
compliant with the Pensions Regulator's Code of Practice.

Trade Unions The Fund works with relevant trade unions to ensure the Scheme
is understood by all interested parties. Efforts are made to ensure
all pension related issues are communicated effectively with the
trade unions. The trade unions are represented on the Pension
Fund Committee and Pension Board.

Employer The Fund communicates with relevant employer representative
Representatives bodies to ensure that the Fund’s views are represented to employer
groups. Employers are represented on the Pension Fund
Committee and Pension Board.

AVC Provider Additional Voluntary Contributions (AVC) are held and invested
separately from the LGPS. The Fund's current AVC providers are
Prudential and Equitable Life (closed). Fhe-Communication-Officer
update A new AVC provider is expected to take over administration
of AVCs previously covered by Equitable Life during 2019/20.




Pension Fund
Investment Managers,
Advisers and Actuaries

The Clwyd Pension Fund Manager, Deputy Head of Fund and
Finance team have regular meetings with;
— the Fund Managers who invest funds on behalf of the Fund
— Investment Advisers who provide help and advice on the
asset allocation and investments of the Fund
— the Fund Actuary to discuss funding levels, employer
contributions and valuation of the assets and liabilities of
the Fund
The Independent Adviser, the Fund Actuary and the Investment
Adviser are all members of the Pension Fund Advisory Panel, and
attend all Pension Fund Committee meetings.

Welsh Government

The Fund sometimes needs to liaise with Welsh Government on
matters that might impact the delivery of the LGPS, such as local
government reorganisation.

Wales Pension
Partnership (WPP)

The Fund is a member of the Wales Pensions Partnership which
has appointed an Operator to invest assets for all Wales LGPS
Funds. Some of the administration and management of the
partnership is carried out by the Host Authority, Carmarthenshire
Council. The Fund is represented on the WPP Joint Governance
Committee by the Chair of the Pension Fund Committee and on
the Officer Working Group by an Officer determined by the Pension
Fund Committee. As a result of this the Fund will have ongoing
relationships with a number of LGPS Funds and organisations
within this and other asset pools. Regular reports on the
performance of and decisions made by the pool will be presented
at Committee meetings and to members via the Fund's annual
report and accounts.

Pension Fund
Custodian

The Fund’s Custodian ensures the safekeeping of the Funds
investment transactions and all related share certificates where not
invested with the Wales Pensions Partnership.

Pensions and Lifetime
Savings  Association
(PLSA)

The Fund is a member of PLSA, which provides an opportunity for
administering authorities to discuss issues of common interest and
share best practice. The Clwyd Pension Fund Manager is a
representative on the PLSA Local Authority Committee.

Class User Group

The Pension Administration Manager and other Pensions Officers
attend the Class User Group meetings twice a year to discuss
software issues and required upgrades to Altair, the Fund's
administration system. This also includes additional user groups for
i-Connect and Member Self Service.

Local Authority

The Fund is a member of LAPFF which was established to help




Pension Fund Forum
(LAPFF)

local authority Funds share information and ideas about socially
responsible investing.

Regional Forums

The Shrewsbury Pension Officers Group takes place quarterly. It is
an opportunity for the Pensions Administration Managers and other
Pension Officers from LGPS Funds in the region, to share
information and ensure uniform interpretation of the LGPS, and
other prevailing regulations.

Partnership  Manager
Meetings with the 8

The Pensions Administration Manager and other Pension Officers
regularly meet representatives from the other LGPS Pension
Funds in Wales to discuss best practice, to ensure that all Welsh
Funds have a consistent approach to their administration
procedures Ln—addmen—a#ef—the—@emnqunwaﬂen—gﬁneeps-ﬁrem—the

All of the Communication Officers from the Welsh Pension Funds
meet as and when required to share ideas about forms of
communication.

The Communications Officer and other Pension Officers also
attend a regional Communication Group on a quarterly basis, to
ensure continuity and share ideas about forms of communication.

Requests for information either under the Freedom of Information
Act or otherwise, will be dealt with as openly and swiftly as allowed
providing that such information does not breach confidentiality, by
the Flintshire County Council Freedom of Information Officer.

There are occasions when the Fund will consult with interested
parties either as a result of potential changes to the regulations
governing the LGPS or specific policy changes relating to the Fund.
In these instances, the most effective way of communicating with
interested parties is to hold a period of consultation, during which,
they are given the opportunity to respond to specific changes.
Interested parties and representative groups will be approached to
provide feedback to the policy changes before amendments are
enacted.

Pension Funds in
Wales

Welsh
Communications
Group with the 8
Pension Funds in
Wales

Shared Services
Communications
Group

Requests for
information
Consultations

Press releases and

comments

Press releases or comments regarding the Clwyd Pension Fund
are made either via the Corporate Communications team within
Flintshire County Council or in collaboration with them.




Measuring whether we meet our Communication Objectives

The Fund will monitor success against our communication objectives in the following ways:

Objectives Measurement

Promote the Scheme as a valuable benefit | Annual satisfaction surveys with scheme
and provide sufficient information so | members achieving 90% of scores in positive
members can make informed decisions | responses in these areas.

about their benefits.
Communicate in a clear, concise manner. | Annual satisfaction surveys with employers
and scheme members achieving 90% of
scores in positive responses in these areas.

Ensure we use the most appropriate | Annual satisfaction surveys with employers
means of communication , taking into | and scheme members achieving 90% of
account the different needs of different | scores in positive responses in these areas.
stakeholders, but with a default of using
electronic communications where efficient | 5% per year increases in the proportion of
and effective to do so. scheme members registered on Member
Self-Service with a long-term target of 75% of
all active and deferred members being
registered users.

Look for efficiencies and environmentally | Evidence—of —consideration—given—towards
responsible ways in delivering | available-technology-solutions:

communications including greater use of
technology and partnership working. Proef—of —utilizing—partnership—opportunities
|Eelat||ng t.el GG.III.IIIIblllelatIGIIS ’;'“' etI|e|II=3.I S

Evidence of use of digital communications as
a default in all situations unless valid reasons
not to do so for efficiency or effectiveness.

Regularly evaluate the effectiveness of | Satisfaction survey is undertaken annually
communications and shape future | (as a minimum).

communications appropriately.
Results from satisfaction survey are
thoroughly analysed and investigated, and
trends monitored from previous years.

Detailed analysis of survey results is used to
identify areas to improve communications in
future.




An overview of our performance against these objectives will be reported within the Fund's
annual report and accounts and also reported on an ongoing basis to the Pension Fund
Committee and Pension Board.

If performance is substantially below standard (whether by a large margin for a short period
of time or a small margin for a longer period of time) the Fund will formulate an improvement
plan. This will be reported to the Funds' Pension Fund Committee and Pension Board
together with an ongoing update on achievement against the improvement plan.

Key Risks

The key risks to the delivery of this Strategy are outlined below. The Clwyd Pension Fund
Manager, the Pensions Administration Manager and other officers will work with the
Pensions Advisory Panel, Pension Fund Committee and Pension Board in monitoring these
and other key risks and considering how to respond to them.

= Lack or reduction of skilled resources due to difficulty retaining and recruiting staff
members and also staff absence due to sickness

= Significant increase in the number of employing bodies causes strain on day to day
delivery

= |ssuing incorrect or inaccurate communications

= Failure to maintain employer database leading to information not being sent to
correct person

= Lack of clear communication to employers, scheme members and pensioners

Approval, Review & Consultation

This Strategy Statement was approved in March 2016 by the Clwyd Pension Fund
Committee and further minor amendments approved using officer delegations in
September 2018. Further updates were made and approved by the Clwyd Pension Fund
Committee in June 2019.

It will be formally reviewed and updated at least every three years or sooner if the
communication management arrangements or other matters included within it merit
reconsideration, including if there are any changes to the LGPS or other relevant
Regulations or Guidance which need to be taken into account.

In preparing this Strategy we have consulted with the relevant employers, the scheme
member and employer representatives on the Clwyd Pension Board and other persons
considered appropriate.

This Strategy Statement will be included within the Fund's Annual Report and Accounts
and available on our website.

Costs

All additional costs relating to this Strategy Statement are met directly by the Fund unless
mentioned otherwise.

Further Information



Any enquiries in relation to the Fund's communications or the principles or content of this
Strategy Statement should be sent to:

Karen Williams

Pensions Administration Manager
Flintshire County Council

County Hall,

Mold,

Flintshire

CH7 6NA

e-mail - karen.williams@flintshire.gov.uk

Telephone — 01352 702963


mailto:helen.burnham@flintshire.gov.uk

