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1. Synopsis 
 
The report provides members with monitoring information on the performance of and 

issues affecting the pensions administration team. 
 
 

2. Executive Summary 
 

2.1. Detail is provided on team workloads and performance, and projects currently 
being undertaken, including McCloud and Pension Dashboards.  
 

2.2. Information is also included regarding regulatory changes and the work 
undertaken by the Scheme Advisory Board.  

 
 
 

3. Recommendations 
 

3.1. Members are asked to note the progress and completion of key activities from the 
business plan 2024-25 (Appendix B) 
 

 
3.2. To note the progress of the Pension Dashboard implementation which is provided in 

the update report (Appendix C). 
 

3.3. That the Committee determine that the implementation date for the McCloud 

Remedy can be delayed to 31 August 2026 for members where a rectification 
calculation needs to be undertaken. (item 10.5) 
 

3.4. That the Committee delegate to fund officers the authority to respond to the LGPS 

‘Access and fairness’ consultation (item 11.3) 
 

 

mailto:Vicky.jenks@shropshire.gov.uk
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Report 
 

4. Risk Assessment and Opportunities Appraisal 
 

4.1. Risk Management 
Performance is considered and monitored to ensure regulatory timescales and key 

performance indicators are adhered to. Administration risks are identified and 
managed and are reported to committee on an annual basis. 

 
4.2. Human Rights Act Appraisal 

The recommendations contained in this report are compatible with the Human 

Rights Act 1998. 
 

4.3. Environmental Appraisal 
There is no direct environmental, equalities or climate change consequences of 
this report. 

 
 

5. Financial Implications 
 

5.1. Managing team performance, collaborating with other administering authorities, 

and making best use of the technology that is available to use ensures costs to 
scheme employers for scheme administration are kept to a minimum. 
 

 
 

6. Climate Change Appraisal 
 

6.1. Energy and fuel consumption: No effect  
Renewable energy generation: No effect  
Carbon offsetting or mitigation: No effect  

Climate Change adaptation: No effect 
  

 
 

7. Performance and Team Update 
 

7.1. The team’s output and performance level for the period 1 April 2024 to 31 March 
2025 is attached at Appendix A. The chart shows that 12 of the 16 KPIs are 

achieving at least 95% of cases being completed by the legal timeframes. To 

address those that are not being achieved we are undertaking the following 
actions: 

 

 2 new Pensions Assistants who joined the Membership and Benefits team 

in February are receiving both internal and external training. 
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Following that we would hope that they will be able to progress and study 
for the Level 2 qualification in Pensions Administration. 
 

 A third new Pensions Assistant joined the team in March and will work 
across all 3 teams supporting with project work and cover for absence. 

Training has been provided for assisting the help desk to answer email 
queries and phone calls as we review how this workload is managed. 
 

 We have also successfully recruited 2 communications and governance 
assistants. 1 for maternity cover and 1 for a replacement for a member of 

staff who has left the team.  
 

 We have backfilled another vacancy due to maternity, internally and 
promoted a member of the team to backfill a post on the Helpdesk.  

 

 In September we will have 3 members of the team enrolling on the Level 2 
qualification. This will take 9 months to complete. We will also have 1 

member of the team starting the Level 3 qualification in September. 
 

 We continue our work to develop more automated processes for aspects of 

work the team complete; to date we have been able to implement a bulk 
process for refund cases and we are now looking to do the same for simple 

deferred benefits cases, these will be for members who only have CARE 
membership. 

 

 We are making progress to identify information that can be published to 

member online accounts, rather than being posted. Therefore, reducing 
costs and timescales for the provision of information.  

 
 

7.2.  The fund’s business plan for 1st April 2024 to 31 March 2025 is available at 
Appendix B. Most items listed have been completed or are on track if they are 

continuing.  

 
7.3. The team have done a fantastic job over the last year, particularly with the 

additional work created by on-going projects and training of new staff.  

 
 

  

8.             Communications  
 

8.1. The following chart shows statistics on the work undertaken by the helpdesk team 
not covered by the workflow system and reported with the wider team statistics in 

Appendix A.  
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** March 2025 stats not available due to website migration 

 
 

8.2. The team have developed a contact form for members to complete when they 
have a query for the team. Currently members can email the inbox, but very often 

they do not provide all the information required to answer their query. This creates 
unnecessary additional work for the team when they must reply and ask for further 
details.  

 
8.3. More of our members are starting to use the Pension Bot, Penny, which is 

available via our website. The knowledge base (questions) is constantly being 
updated/added to, based on feedback from previous month’s questions and 
helpdesk queries. 

 

 
 Apr-

24 
May-
24 

Jun-
24 

Jul-
24 

Aug
-24 

Sep
-24 

Oct-
24 

Nov
-24 

Dec
-24 

Jan-
25 

Feb-
25 

Mar-
25 

Questions 
submitted  

130 31 53 44 55 57 115 144 67 86 66 83 

Asked an 
expert  

9 3 3 4 4 7 4 9 4 9 2 10 

Accuracy 
% 

75% 85% 81% 82% 88% 80% 77% 81% 83% 91% 90% 90% 

 
 

 
8.4. The fund monitors member take-up of its online portal, known as ‘My Pension 

Online.’ Members of the pension scheme can update their personal details, 

request information, and run their own benefit estimates using this secure online 
facility. The chart below shows the take up based on the status of our members, 

currently you can see that members in receipt of their pension are leading the way 
on using this.  
 

 January 2025 February 2025 March 2025 

Telephone calls received to helpdesk 
team 

773 616 622 

% of calls answered 96% 96% 93% 

Emails received to 
pensions@shropshire.gov.uk 

971 771 891 

% of emails responded to within 10 
working days 

100% 100% 100% 

My Pension Online activation keys 
issued 

105 78 104 

Incoming post received and indexed to 
the pensions administration system  

2,719 2,421 2,536 

1-2-1 video appointments held with 
scheme members 

9 7 7 

Users visiting the website 3,800 2,120 ** 

mailto:pensions@shropshire.gov.uk
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8.5. Our promotion campaign for active members not yet registered to access to ‘My 

Pension Online’ will start shortly. The communications & governance team will be 
leading on this engagement plan. Unfortunately, this has been delayed due to staff 

absence and having to prioritise work for other projects.  
 

 

9. Employer Performance 
 

9.1. In line with the Shropshire County Pension Fund administration strategy, 
employers must pay their contributions and lump sum deficit payment by the 19th 

of the month. Accompanying data must also be submitted via i-Connect by this 
date. The below table shows the percentage of employers who have made 
payments by the deadline over this quarter. This table also includes information 

about employers who make monthly deficit lump sum payments. Information about 
employers who did not meet these deadlines is covered in the governance report.  

 
 

 IConnect 

Submissions on 
time 

Contributions paid 

on time 

Lump sum deficit 

payments paid on 
time 

April 2024 97% 97% 71% 

May 2024 98% 95% 95% 

June 2024 98% 97% 98% 

July 2024 97% 98% 96% 

August 2024 100% 98% 91% 

September 2024 99% 99% 82% 

October 2024 95% 99% 96% 

November 2024 99% 99% 98% 

December 2024 99% 99% 79% 

January 2025 99% 99% 98% 

February 2025 99% 99% 96% 
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March 2025 92% 96% 84% 

Average for the 
year 

98% 98% 90% 

 
 
 

9.2. The main reason for the lump sum deficit payments being low in some months, is 
where a payment date falls at a weekend, and payment is not made the Friday 
before. In most cases these are for Multi Academy Trusts making payments for 

more than one school. A reminder is sent to those that pay late, to inform them 
that this is recorded on the Breaches log. (the Breaches log is reported in the 

Governance report)  
9.3. The March IConnect returns dipped to 92%, as this is the year end return, more 

information is required, which lead to delays for some employers sending the 

information back.  
 

 

10. Projects 
 

10.1. Valuation - The 2025 valuation is underway with the fund submitting employer 

data to Mercer (Actuary) at the end of June. Initial results are expected towards 

the end of September/October and a meeting with Fund employers is scheduled in 
November to discuss the overall funding level and what has impacted on this.  

 
10.2. Fund officers are collaborating with our Actuary on updating fund policies as part 

of the valuation process, funding strategy statement, investment strategy and 

employer events policy which will be presented to committee for approval later in 
the year. A training session for committee is scheduled in October which will 

provide information on the valuation process and the fund’s results.  
 

10.3. Pension Dashboards – The latest project report is available at Appendix C. All 

UK Pension Schemes will have to connect to the Pensions Dashboards, so that 
individuals can see all their pension pots in one place. The purpose of this is so 

that individuals can plan better for retirement and find ‘lost’ pensions, according to 
the Pensions Policy Institute, there is approx. £31.1bn of unclaimed pensions.  

 

10.4. More information about The Pensions Dashboard Programme can be found on the 

link below: 
 
https://www.pensionsdashboardsprogramme.org.uk/ 

 
10.5. McCloud Remedy - The expectations around timings for implementing the 

McCloud remedy in the LGPS are set out in the statutory guidance. This defines 
the McCloud implementation period to end on 31 August 2025. At the end of the 
implementation phase: 

 

 all retrospective amendments to members' pensions and other rights 

needed as a consequence of the 2023 Regulations should have been 
concluded, and 

 a fund's records for members who qualify for McCloud remedy but have 

not yet taken their pensions should be accurate (so that the annual benefit 

https://www.pensionsdashboardsprogramme.org.uk/
https://eur03.safelinks.protection.outlook.com/?url=https%3A%2F%2Flgpslibrary.org%2Fassets%2Fstatgui%2Few%2F202406McCloud.pdf&data=05%7C02%7CVicky.Jenks%40shropshire.gov.uk%7C63eb241251704aa8f70108dd9e800e10%7Cb6c13011372d438bbc8267e4c7966e89%7C0%7C0%7C638840995329210637%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=Ds6bBty%2B%2BpG2%2BH6R1p21BoTgEYAYbj2EUsOJ%2BrKdQeI%3D&reserved=0
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statements issued to members for the 2024/25 scheme year consider the 
McCloud remedy in full). 
 

10.6. After the implementation phase ongoing McCloud responsibilities will be part of 
business-as-usual administration of their fund. 

  
10.7. In August 2024, MHCLG laid the LGPS (Information) Regulations 2024 which 

provided a discretion to extend the implementation for certain classes of members. 

 
10.8. The statutory guidance confirms that for any members in respect of whom such a 

determination is made: “the McCloud implementation phase shall be regarded as 
extending to 31st August 2026.  

 

10.9. Section 6 of the statutory guidance then sets out the Government’s view on what 
order McCloud cases should be approached: 

 
 

 Group 1: retirements and deaths from 1 October 2023; trivial commutations 
calculated on or after 1 October 2023 (where the final underpin date or death 

was before that date); uplifts of tier 3 to tier 2 (where underpin date for the tier 3 
was before 1 October 2023 but the uplift decision was on or after then. 

 Group 2: retrospective cases in the following order a) Cases where a member or 
survivor pension is in payment b) Cases where there is no ongoing liability e.g. 
survivor pension is no longer payable, transfers out, trivial commutations, death 

grants (no survivor) c) Cases where there has been an underpin date, but no 
final underpin date 

 Group 3: all other cases e.g. active members 
 

 
The Fund requests that the Committee determine that the implementation 
date for the McCloud Remedy can be delayed to 31 August 2026 for 

members where a rectification calculation needs to be undertaken 

 
 

11. Regulatory updates 
 

11.1. On 15 May 2025, the Ministry of Housing, Communities and Local Government 
(MHCLG) launched a consultation on changes to the Local Government Pension 

Scheme (LGPS) in England and Wales.  
 

11.2. The proposed changes are intended to improve fairness in and access to the 

LGPS. The proposals include:  
Survivor benefits and death grants  

• equalising survivor benefits  
• removing the age 75 limit for death grant eligibility  
• removing the requirement for a death grant to be paid to the personal 

representatives where it is not paid within the two-year period  
• removing the requirement to nominate a cohabiting partner in the 2008 Scheme.  

 
Gender pensions gap benefits  

• making authorised absences of less than 31 days automatically pensionable 
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 • aligning the cost of buying back lost pension for authorised absences of over 30 
days with the standard member contribution rates  
• extending the time limit for electing to buy back lost pension from 30 days to 12 

months  
• removing the limit that provides employers must only share the cost of buying 

back lost pension for a maximum period of three years 
 • updating the definition of child-related leave to include all periods of additional 
maternity, adoption, and shared parental leave without pay.  

 
Gender pensions gap reporting 

 • making gender pensions gap reporting mandatory for administering authorities 
with effect from the 2025 valuation  
• the actuarial report and the annual report of that year must include the required 

information  
• employers with more than 100 employees will also be required to report gender 

pensions gap (reported in the rates and adjustments certificate) 
 
 Opt outs 

 • making reporting the rate of opt outs mandatory for administering authorities 
 • reports must be included in the annual report each year  

• collection of additional opt-out data by MHCLG e.g. ethnicity, religion, marital 
status, hours, salary etc 
 • there will be a mandated opt out form.  

 
Forfeiture  

• removing the requirement that a member must have left employment because of 
the offence for forfeiture to be possible  
• abolishing the three-month time limit for an application to be made 

 • removing regulation 92 (interim payments directions) 
 • publishing guidance on making a forfeiture application. 

 
 McCloud remedy 

 Correcting regulations to provide the McCloud remedy works as expected in 

relation to:  
• recalculating pension debits  

• deaths on 30 September 2023 
 • transfers from other public service pension schemes where the member is over 
age 65 

 • interest on Club transfers  
• interest on part 4 tax losses.  

 
Abolition of LTA changes 

 • revoking regulation 50 (limit on total amount of benefits) and withdrawing LTA 

actuarial guidance 
 • amending the definition of a BCE 

 • updating actuarial guidance on cash commutation to include the payment of 
PCELS  
• legislating for the maximum PCELS to be 25% of the capital value of the benefits 

being crystallised (subject to contracting out limits). Other changes  
• allowing small pot payments to be made to members who left the LGPS before 1 

April 2008  
• allowing deferred members who left before 1 April 2008 to buy additional pension 
with in-house AVC pots 
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 • allowing for the payment of refunds beyond the 5-year limit  
• other miscellaneous changes 

 
11.3. The consultation closes on 7 August 2025. Fund officers will be working on a 

response in conjunction with other LGPS administrators.  

 
11.4. On 29 May 2025, the Government published its response to LGPS ‘Fit for the 

future’ consultation 
 

11.5.  The response was published alongside the Pensions Investment Review Final 
Report Final report. The final report sets out the conclusions of the review 

launched in July 2024. Further information on the impact on the fund’s investments 
and work with LGSP Central will be provided in a report provided by the fund’s 
investment manager.  

 

11.6. The reforms will be legislated for in the forthcoming Pensions Schemes Bill and 
supporting legislation.  

 
 
12. Scheme Advisory Board (SAB) 
 

12.1. The SAB has published its 12th Scheme Annual Report. This report aggregates 

information supplied in the 86 fund annual reports, as of 31 March 2024 for the 
reporting year 2023/2024. LGPS Scheme Advisory Board - Scheme Annual Report. 
 

12.2. The report provides a round up of information from the 86 fund’s annual reports, 
the LGPS is one of the largest defined benefit schemes in the world, and the 

largest scheme in England and Wales. There are 15,049 active employers with 
6.7m members and assets worth £390bn.  

 

 
 
 

 
 

https://lgpsboard.org/index.php/schemedata/scheme-annual-report
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