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Satisfaction Survey Results

Introduction

Every year the Fund carries out a satisfaction survey with members and employers to supply feedback on
whether it is achieving its aims and objectives as set out within the Fund's Administration and
Communication Strategies. The results for surveys completed in 2023 are shown in the charts below.

These charts have been produced by Aon for the Pensions Administration Manager of Clwyd Pension Fund

based on excel files supplied by the Fund setting out the underlying survey results. We have relied on the
accuracy of those files in generating the charts below.

Member Survey Results

Posted Emailed Total
Sent out 23,175 17,075 40,250
Responses received 1,693 517 2,210
Percentage responses 7.3% 3.0% 5.5%

Q1: As a member of the Clwyd Pension Fund, are you:

Active mDeferred mPensioner/Dependant m Multiple status m Status Unknown



Q2. How would you like to receive information about your pension?

Active members

Printed guides and leaflets

Clwyd Pension Fund website

Videos on our website

Online workflow diagrams

By email

Via webinar presentations

Via your Member Self-Service online pension account
One-to-one conversations

Presentations organised by my employer

Deferred members

Printed guides and leaflets

Clwyd Pension Fund website

Videos on our website

Online workflow diagrams

By email

Via webinar presentations

Via your Member Self-Service online pension account
One-to-one conversations

Presentations organised by my employer
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Members with multiple statuses

Printed guides and leaflets | NEEEE—S—S
Clwyd Pension Fund website
Videos on our website
Online workflow diagrams
By email NN
Via webinar presentations
Via your Member Self-Service online pension account [l
One-to-one conversations N
I

Presentations organised by my employer
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Members with unknown status

Printed guides and leaflets

Clwyd Pension Fund website

Videos on our website

Online workflow diagrams

By email

Via webinar presentations

Via your Member Self-Service online pension account

One-to-one conversations

Presentations organised by my employer
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Pensioner/Dependant members

Printed guides and leaflets

Clwyd Pension Fund website

Videos on our website

Online workflow diagrams

By email

Via webinar presentations

Via your Member Self-Service online pension account

One-to-one conversations

Presentations organised by my employer
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Note: charts exclude those who didn’t answer, i.e. they only show positive responses



Q3. What topics are you interested in receiving information about?

Active members

New to the Local Government Pension Scheme —
Transferring previous pensions into LGPS r
Paying extra pension contributions —
Retirement planning —
Pension scams and online security —
Tools and resources / practical help F
f——,

Wider pension news, e.g. McCloud
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B | would be interested M| may be interested occasionally

Deferred members

New to the Local Government Pension Scheme

Transferring previous pensions into LGPS

Paying extra pension contributions

Retirement planning

Pension scams and online security

Tools and resources / practical help

sl

Wider pension news, e.g. McCloud
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Pensioner/Dependant members

New to the Local Government Pension Scheme .
Transferring previous pensions into LGPS l
Paying extra pension contributions I
Retirement planning I
Pension scams and online security r
Tools and resources / practical help l

Wider pension news, e.g. McCloud .
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H | would be interested M| may be interested occasionally

Members with unknown status

New to the Local Government Pension Scheme .
Transferring previous pensions into LGPS r
Paying extra pension contributions r
Retirement planning F
Pension scams and online security '
Tools and resources / practical help r

Wider pension news, e.g. McCloud .
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M | would be interested M| may be interested occasionally



Members with multiple statuses

New to the Local Government Pension Scheme
Transferring previous pensions into LGPS
Paying extra pension contributions

Retirement planning

Pension scams and online security

<t

Tools and resources / practical help
Wider pension news, e.g. McCloud
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M | would be interested M| may be interested occasionally

Notes:
e The charts exclude those who didn’t answer
e Other response options not included in the charts above: | wouldn’t be interested, Not relevant and N/A



Q4. How often would you like to receive news about your LGPS benefits?

Active Deferred Pensioner/Dependant Multiple status Status Unknown
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M Yearly M Twice yearly B Quarterly B Whenever there is something to report No answer

Q5. If you had a question about your LGPS benefits, are you confident that the Clwyd Pension Fund would
assist you to find your answer?

Active Deferred Pensioner/Dependant Multiple status Status Unknown
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Q6. On a scale of 0 to 5, where 0 is poor and 5 is great, how would you rate your overall experience with
Clwyd Pension Fund communications?

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
ENoanswer H5 H4 EH3 EH2 1 mo

Note: 2 pensioner members responded “4 or 5” and a further 2 responded “3 or 4”. Their responses have been included
within 4 and 3 respectively.



Employer Survey Results

Sent out 115
Responses received 8
Percentage responses 7%

Q1. The materials we send you...

Explain and clarify the information we need from you
to administer the LGPS on your behalf.

Encourage and empower you to help employees
understand and appreciate their benefits.

Help to maintain and strengthen good working
relationships between all parties involved in the
Fund.

B Strongly agree M Agree
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Disagree M Strongly disagree

90% 100%



Q2. What do you think of the way we communicate?

We use clear, concise wording

We include the right amount of detail

We choose the right format of communications

When sending out communications, we are
environmentally responsible and use our resources
wisely.

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

H Strongly agree M Agree Disagree M Strongly disagree

Q3. What do you think of our administration service?

It is high quality

It is professional

It is proactive

It is timely

It is customer focused
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B Strongly agree M Agree Disagree M Strongly disagree



