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Administration (including Communications) and Employer Liaison

Team Tasks

2022/23 Period Later Years
Ref Key Action —Task at Q Q3 Q4 2023/ 2024/
24 25
Essential Regulatory Driven Areas
A1 Preparation of Member Data for x x
Valuation and Funding Reviews
A2 McCloud judgement X X X X X

Priority Fund Driven Projects

Review Administration &
A6 Communications Related X X
Policies and Strategies

Review pensioner existence

AT checking X X X
Conduct appropriate

A8 _procurement_ and. X x " " "
implementation (if necessary)
for CPF administration system
Develop and implement a

A9 refreshed communications X X X X X X
strategy

Lower Priority Fund Driven Projects

Employer Liaison Team (ELT) Projects

E1 McCloud ELT Services X X X X X

Administration, Communication and Employer Liaison Team Task
Descriptions

Essential Regulatory Driven Areas

A1l - Preparation of Member Data for Valuation and Funding Reviews
What is it?

The triennial actuarial valuation as at 31 March 2022 requires the pension administration
team to provide data to the actuary. This involves an additional year end cleansing exercise
post 31 March 2022 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 i-Connect and dealing
with backlogs. An interim valuation was completed during 2021/22 where some initial data
validation has been completed already, which highlighted an area to investigate. As a result
further work will be done working with employers to close down casual workers records
where appropriate.



Itis hoped that data can be submitted to the Fund actuary by early July with any data cleansing
being investigated and responded to by 31 July 2022.

Timescales and Stages

Preparation of data for 31 March 2022 valuation 2022/23 Q1 to Q2

Investigating and responding to data queries from Fund Actuary 2022/23 Q2

Resource and Budget Implications

This will be carried out by the Technical Team in the main with assistance from the rest of the
Operations Team depending on the requirements. All internal costs are being met from the
existing budget. The work by the Fund Actuary is also included in proposed budget for
2022/23.

A2 - McCloud judgement
What is it?

The McCloud case has highlighted that the protections given to older members on the
introduction of the new CARE schemes for Firefighters and Judges in April 2015 were unlawful
age discrimination. This case impacts other public service pension schemes including the LGPS
(where the new CARE scheme from April 2014 included a statutory underpin for older
members). MHCLG (now DLUHC) issued a consultation setting out its proposals for
implementing the McCloud judgement in the LGPS in July 2020. This focused on remedies
which will result in changes to scheme benefits some of which will be retrospective. DLUHC’s
response to the consultation feedback is expected in Summer 2022, along with LGPS
regulations. The primary legislation which will enable remedial changes to the LGPS is
currently working its way through Parliament.

From an administrative perspective, the impact of the court case is expected to result in a
change to how benefits are calculated for a large number of scheme members including
members who have left. This is likely to significantly impact on administration processes and
systems as well as requiring a robust communication exercise with employers and scheme
members. The additional resource requirements are significant. Whilst regulations are
awaited, the focus is on:

= ensuring any existing backlogs or data cleansing are cleared
= fast-tracking training within the team to ensure wider and more senior work
knowledge across the existing team members
= collecting data required to calculate the statutory underpin
The Fund has established the McCloud programme to implement the remedy for Clwyd
Pension Fund. This includes some team members who will be 100% dedicated to this work
for the duration of the programme.

Timescales and Stages

Data collection from all employers (commenced during 2020/21) By 31/05/2022




Validate data from all employers (commenced during 2020/21) By 31/08/2022

Use of interface to upload data / data cleansing 2022/23 Q1 to Q3
Load all data onto Altair By 31/12/2022

Final regulations come into force benefit recalculations can be made Estimated 01/04/2023
Verifying impact on members and benefit recalculations By 30/04/2023

Resource and Budget Implications

Although the work is being led and managed by a separate CPF McCloud programme team, it
will impact across all of the Administration Team. An estimated allowance for additional
resource has been included in the 2022/23 budget, which assumes 7.5 FTE internal posts, 2 of
which are within ELT and therefore will be recharged to employers using that service. There
are also additional costs relating to consultancy (including programme management which
has been outsourced), incidentals such as postage and printing, and system costs. The budget
for 2022/23 is £623k in total.

Priority Fund Driven Projects

A6 - Review Administration and Communication Related Policies and Strategies
What is it?

The CPF Administration Strategy was last approved at the May 2021 PFC and the CPF
Communications Strategy was last approved at the September 2019 PFC. The strategies state
that they will be reviewed at least once every three years to ensure they remain relevant and
up to date. The Communications Strategy is undergoing a more fundamental review and that
work is included in A9 below.

There are a number of other administration and communications related policies that also
need to be reviewed regularly as shown in the table below.

Timescales and Stages

Review of Administration Strategy (last approved May 2021) 2024/25 Q1
Review of Communications Strategy (last approved September 2019) 2022/23 Q1
Review of Scheme Pays Policy (last approved April 2019) 2022/23 Q1

Review of Administering Authority Discretionary Policy (last approved April 2019) | 2022/23 Q1

Review of Under / Overpayment Policy (approved September 2021) 2024/25 Q2

Personal Data Retention Policy (assuming reviewed March 2022) 2024/25 Q4

Policy for Administration and Communications of Tax Allowances to Scheme

Members (new policy —assuming approved March 2022) 2024/25 Q4




Resource and Budget Implications

This will be led by the Pensions Administration Manager. All costs are being met from the
existing budget other than the review of the Communications Strategy where Aon’s costs are
included within the budget for 2022/23.

A7 — Review pensioner existence checking
What is it?

When a scheme member retires, a pension is put into payment following the retirement
process being completed. Dependants’ pensions are often paid following the death of a
pensioner. These pensions are paid continually until the Fund is notified of the
pensioner’s/dependant’s death which could be by a relative, executor or another via another
source, such as TellUsOnce or the member’s bank. As the Fund relies on notification of the
pensioner’s/dependant’s death, there is a chance that pension payments could continue in
error where the pensioner’s/dependant’s death is not notified or identified in a timely
manner, either unintentionally or as a result of fraud from a person connected to the
pensioner/dependant. Whilst the Fund is confident that adequate reporting procedures are
in place for UK residents through the National Fraud Initiative (NFI) and monthly mortality
reporting via ATMOS, it is important that from time to time the Fund verifies that all overseas
pensioners or dependants currently receiving a pension are still alive so that pensions for any
person who cannot be verified do not continue to be paid. This exercise was last conducted in
2014 using a paper based verification exercise for all pensioner/dependants. There are now
more efficient and effective ways to carry out pensioner existence checking through specialist
providers. It is planned to review the appropriateness of the current processes in place to
manage fraud in the event of death of pensioners/dependants, and put in place a fraud policy.
This is likely to result in an additional process for overseas members by procuring an external
provider to assist in pensioner existence screening (known as mortality screening).

Timescales and Stages

Review current processes and develop Fraud Policy 2022/23Qlto3

Procurement of an external provider to assist with mortality screening 2022/23 Qlto 2

Resource and Budget Implications

To be led by Pension Administration Manager and Principal Pensions Officer - Technical. All
internal costs are being met from the existing budget albeit there will be additional costs
relating to the external provider which are not yet known — an allowance of £5k has been
included in 2022/23 for this.



A8 - Conduct appropriate procurement and implementation (if necessary) for CPF
administration system

What is it?

The Fund has a rolling one-year contract with Heywood Pension Technology in relation to their
Altair administration system. It has not been subject to a full review through tender for a
number of years and it would be good practice to carry this out in the near future. However,
due to significant projects involving the administration system (e.g. 2019 actuarial valuation,
implementing i-Connect and scheme/GMP reconciliation) and to tie in with end dates of
existing add-on modules within Altair, it was agreed to defer this. Between 2019 and 2021
CPF worked with other founder authorities to develop a national framework for LGPS
administration systems. Now that the framework is in place, it will be used for the Fund to
carry out their own tender for an administration system. Should a new software supplier be
appointed, there will be a significant amount of work required to migrate to the new system.

Timescales and Stages

Conduct appropriate procurement for CPF administration system 2022/23 Q1 to Q3

Transition to new administration system if required 2022/23 Q4 to 2023/24

Resource and Budget Implications

To be led by Pension Administration Manager and Principal Pensions Officer - Technical. The
current year system costs will be higher than 2021/22 if the existing provider is maintained
due to license fees. This has been incorporated into the existing budget as the minimum costs
this year. If transition to a new system is required, there are likely to be significant transition
costs and the ongoing cost of systems included in the budget will need to be increased
appropriately.

A9 — Develop and implement a refreshed communications strategy
What is it?

Fund members often have questions, need information or require a process to be completed
by the Fund; this can equally apply to the Fund’s employers. For Fund members, these points
of engagement are the key time to increase awareness of the benefits of the Fund and how it
works, encourage members to take ownership of their pension and maintain and build
positive member experiences wherever they are on their journey. They rely on efficient
processes and data coming from employers and the Fund can also enhance efficiency through
better use of technology in its communications.

The initial elements of this project will focus on communications with scheme members and
will involve:

= Research into member preferences and effectiveness of new communications through
focus groups, revised member/employer surveys and a review group to test proposed
new communications.

= Creating a communication plan that ensures communication reaches members at the
moments that matter to them, which will require a new approach such as segmenting
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communication by age and focussing on more visual and shorter digital
communications.
= Developing messaging and branding for consistent use in all Fund communications
ensuring all communications are recognisable, understandable, and accessible for
scheme members, employers and other stakeholders.
= Creating a visual roadmap showing members ‘moments that matter’ to help them
understand the value of their pensions and take key decisions.
= Developing a range of videos/webcasts (for loading on the Fund's website) for
employers and scheme members relating to various subject matters.
= Reviewing the structure and content of the Fund’s website.
= Driving greater use of online services, such as Member Self-Service, through phased
promotion exercises and continuing to develop the range of online processes that are
available.
= Continuing to focus on collecting email addresses through redesigning of all forms.
= Measuring against a new Fund’s communications efficiency objective through
monitoring time spent on member 1-2-1s and phone calls for all Administration Team
members.
Any changes to how we engage with employers and other stakeholders, in line with the new
Communications Strategy, will be considered in 2023/24.



Timescales and Stages

Approve revised Communications Strategy (as per A6 above) 2022/23 Q1

Recruit new Communications Officer By 2022/23 Q1

Run focus groups and establish test review group for new
communications and plan approach to annual surveys (and run first | 2022/23 Q1 & Q2
survey)

Create a new communication plan 2022/23 Q2 & Q3
Develop messaging and branding guidelines 2022/23Q1& Q2
Review the structure and content of the Fund’s website 2022/23 Q1 to Q3
Develop initial phase of videos and webcasts for the website 2022/23 Q1 to Q4

Drive greater use of MSS through promotion exercises and develop

. . 2022/23 Qlto Q4
ongoing plan for promotion

Continue to develop the range of online processes 2022/23 Q1 to Q4

Finalise redesign of forms to collect email addresses 2022/23 Q1 to Q4

Ongoing development and delivery of communications relating to new

- 2022/23 to 2024/25
communication plan

Measure efficiency improvements through logging 1-2-1s and telephone 2022/23 to 2024/25

calls
Create and deliver a visual roadmap (the journey to retirement) 2023/24
Consider engagement with employers and other stakeholders 2023/24

Resource and Budget Implications

These projects involve a mix of the various teams within the Administration Team with
external support from Aon. Internal costs are being met from the existing budget and external
consultancy costs are included within Aon’s budget for 2022/23. The ability to deliver on these
areas to these timescales may depend on resourcing within the Administration Team and in
particular whether and when the vacant Communications Officer post is filled.

Employer Liaison Team Projects

Understanding the continuing pressure on resources and budgets for employers and the
administering authority, the CPF offers assistance to Fund Employers in providing accurate
and complete notifications to the Fund (and other Employer duties) in a timely manner. The
Employer Liaison Team (ELT) mainly assists in providing notifications regarding new starters,
personal/employment changes and leavers/retirements in the LGPS. It undertakes
outstanding requests for information in order to cleanse the pension records. All ELT costs are
recharged to employers using the ELT service through their employer contribution rate.



Resources continue to be reviewed to meet demand depending on ongoing employer uptake.
The total budget allocated for 2022/23 is £363k which includes £62k of staffing costs to allow
for two new posts if required. £60k of this total budget relates to temporary McCloud
services.

E1 — McCloud ELT Services
What is it?

Provide and continue developing ELT services in relation to data provision and other ongoing
support to assist with the impact of the McCloud Judgement.

Timescales and Stages

2022/23 Q1 to 4 and

Assisting employers with data collation for McCloud 2023/24




