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Casework Performance
Against SLA

In this section...
e Performance — All cases
e Performance Standard




CASEWORK PERFORMANCE

AGAINST SLA

u PERFORMANCE - ALL CASES CLIENT SPECIFIC

------ Target The annual SLA performance was 85.8%
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CASEWORK PERFORMANCE

AGAINST SLA

u PERFORMANCE STANDARD CLIENT SPECIFIC

------ Target (95 %)

(ati\kiﬁgzgsz) Prggied 0% 10% 20% 30% 40 % 50 % 60 % 70% 80 % 90 % 100 %
New Starters 10 858
Transfers In 10 266
Transfers Out 10 404
Estimates 10 440
Deferred Benefits 15 694
Retirements - Deferred 5 570
Retirements - Active 5 201
Refunds 5 470
Deaths 5 365
Correspondence 10 330
Aggregation 10 222
Other 527




Employer Engagement
& Communication

Activity

In this section...
e Delivered
e Engagement communications




EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 1 ALL LPPA

1. Getting ready for retirement - an email is sent once we have received a member’s intention to retire. It advises them of the process and gives them the option to
download a retirement checklist and to watch LPPA’s retirement video

2. Member surveys - emails are sent after retirement, helpdesk interactions, bereavements, and joining the scheme, to allow LPPA to gather feedback and continue to
improve the experience across the processing teams

3. P60 emails have been issued to retired members, explaining that their P60s are available to view through their online portal (paper copies have been issued to
members who requested them)
¢ Pension Point P60 email
e My Pension Online email

4, ABS emails for deferred members started to be issued in Q1, before active members are scheduled to receive them in Q2. The email explained that their Annual
Benefit Statements is available to view in their online portal (My Pension Online example)

5. Spring newsletter — this was made available in a new online format for retired members, and emailed to contactable retired members.
View spring newsletter (retirees)

6. Additional member video guides (LPPA website) — these have been added to the LPPA YouTube channel including ‘How to use the PensionPoint Retirement
calculators’ (videos have been important in supporting the launch of PensionPoint, the new online member portal)

7. Welcome to the Engagement Team email — this was issued and introduced some new LPPA team members and how they can offer employer support.
View Engagement Team email

8. Pension Pulse employer newsletters sent out in April and May
e April Pension Pulse

e May Pension Pulse



https://youtu.be/YqGPjhiRJJ0
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927729991583199777243148zzzzz647d63623c3b50b57a4a39db12e766dc0a93140029f156a779dc9643cc44d2cd4f&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927729991583206448643148zzzzz64000a2b9d8bef57af2f9f9320bf4910493e029c3bc9a66fbbe10a9883beff1281&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J928144123583289275043145zzzzz644a87199be7a2cf855ce62959678d2b76d65216626d5476bde65fd1e02d8ea2d0&varId=
https://www.lppapensions.co.uk/spring-newsletter-2022/
https://www.youtube.com/channel/UCPobG28x8Afuj_tcZCuI0vw
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923352591783163467043079zzzzz6493096b9137428cb222d9289cd82f4214a14e9869e7b36a94982b6088208b77cb&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783204761443079zzzzz6425835f54b56940e0e19c6160fe613c122790da90b73dece354f3b4d5307598e2&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783279911743079zzzzz6451d9a89b4f9893496ccc53fd68418df7e18a8d295f67fb7d57a08c7dec4ea527&varId=

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 1 cONTINUED ALL LPPA

9. A new employer training page has been created and included on the LPPA website (making it easier for employers to book ongoing training sessions).
View new training page

The Employer Engagement team has continued to deliver employer support sessions including:
10.  Scheme Leavers Essentials training — for any employers in need of support with submitting leaver details to LPPA, this session cover what to do and how to do it

11.  LGPS Scheme Essentials — for any employer that wants more knowledge of the LGPS pension scheme and support with calculating final pay, CARE pay and Absence
and Pensionable Pay

12.  Year-end file submission training and support for UPM employers
There have also been training sessions delivered to members (all bookable via the LPPA website member training page) including:

13.  Making Sense of your Pension (online sessions) - these are aimed at members to help improve their knowledge of their LGPS pension, whether they have recently
joined the scheme, or have been in the scheme a while

14, Making Sense of Retirement (online sessions) — these are aimed at Members who are reaching retirement age (age 55 and over) to help improve their knowledge of
the retirement process and claiming their LGPS pension



https://www.lppapensions.co.uk/employers/training/

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 2 ALL LPPA

1. Getting ready for retirement email — issued when LPPA have received a member’s intention to retire. It advises them of the process and gives them the option to
download a retirement checklist and watch LPPA’s retirement video.

2. Member survey emails — issued following completion of several processes including retirement, helpdesk interactions, bereavements, and joining the scheme, to allow
LPPA to gather feedback and continue to improve the member experience across the business.

3. ABS activity (active and deferred members) — ABS communications activity with active and deferred members receiving email notification that their ABS was
available via their online member portal. Those who chose to receive their ABS in the post, received them by the end of August 22 (statutory deadline).

4, Active/deferred member newsletter —in a new online format, which allows members to view and share articles in an easy-to-read, mobile-friendly format.

5. Member Sessions — all bookable via the LPPA Member Training page, including:
Making Sense of your Pension

These online sessions are aimed at members to help improve their knowledge of their pension, whether they have recently joined the scheme, or have been in the
scheme a while.

Making Sense of Retirement

These sessions are aimed at Members who are reaching retirement age (55 and over) to help improve their knowledge of the retirement process and claim their
pension.



http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927729991583517461343148zzzzz6472e76f2043f0beb48c34ee3948c2e561a5603d634fff30806b423047877cd114&varId=
https://www.lppapensions.co.uk/news-hub/member-newsletters/summer-newsletter-2022/

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 2 cONTINUED ALL LPPA

6. Employer Communications - various emails have been sent to employers including:

o Teams training dates email — promoting training sessions to help employers and members get a better understanding of pension processes

o Address reminder email — reminder emails issued to employers (address to return member documents to LPPA, link to example is for Lancashire employers)

o Various PACE planning emails, including Road map (Lancashire fund example) and training dates communications

o Pension Pulse employer bulletin sent out in July and September

7. During Q2 the Engagement team supported several LG Fund clients in their valuation activities, as well as delivering training to employers in readiness for the Phase 2
launch of UPM and the new employer portal (from October through to December). This included:

o UPM employer portal system navigation
o Submitting monthly returns (process and new template)

8. The Employer Engagement Team launched an online Employer Panel, with employers registering to be part of the panel. The first panel meeting included discussions
around the employer training requirements, and how the LPPA website can be used to support their activities.

9. Ongoing Website Development — updates to the LPPA website are ongoing, additional content in Q2 included:

. New PACE page created (with timeline included)

. New submitting employer information page

10


http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J930000679283352979443079zzzzz6410806decfff411ba7a64d0e03b6a184f004eb74cca0d9f57e24feb4e1384d568&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923358444783360379543079zzzzz64973efcc9e4ab7b6bd1eefd84b2a008fe92ef20341336e7fcddce98f5b13c02cb&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783339462343079zzzzz64119615ebc283ecbeb0c8673a18d1e6806267f5c94ef2e10dca1cfd0c94b61981&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783380031643079zzzzz6419f0649dd8e3f0339c25fd4c9fb3f1311c416644e5b2af940d4cf8f8d86ee647&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783407023243079zzzzz64a3ff7560bc5d331b7c26c780e62d3a531494d6a68806538b51185dbaa38d4452&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783538100443079zzzzz6419f0649dd8e3f0339c25fd4c9fb3f1311c416644e5b2af940d4cf8f8d86ee647&varId=
https://www.lppapensions.co.uk/pace/
https://www.lppapensions.co.uk/employers/submitting-information/

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 3 ALL LPPA

1. An email was issued to members of the LPPA member panel to share results of a survey focusing on the new online newsletter (active and
deferred members), whilst also asking for feedback on the FAQ (Frequently Asked Questions) section of the LPPA website. H E L P

2. Help Hub was launched on the LPPA website, a new member help and support section that consolidates all resources (FAQ's, videos, forms
and documents, training) into one easily accessible area. The ‘search’ function has also been improved so that members can access the
information they need quicker and easier.

3. News Hub was launched at the same time, a website page that enables quick and simple access to all LPPA new articles, blogs and N E \/\/ S
research stories. It also includes links to all the latest LPPA newsletters.
°
4, The LPPA employer toolkit page was made available to help all employers communicate the benefits of PensionPoint to their members I )) m
in the workplace. This includes access to content for internal emails, posters and intranet articles.

5. Member Sessions were delivered, all bookable via the LPPA Member Training page, including:

Making Sense of your Pension
These online sessions are aimed at members to help improve their knowledge of their pension, whether they have recently joined the scheme, or have been in the
scheme a while.

Making Sense of Retirement
These sessions are aimed at Members who are reaching retirement age (age 55 and over) to help improve their knowledge of the retirement process and claim their
pension.

6. Emails were issued to clients and employers to highlight planned maintenance days and details of system downtime (w/c 31 Oct, with reminders issued w/c 14 and
21 Nov).
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http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J929620126883565939243148zzzzz646abce12fb21326180ac9669b6befbe35555cf360b568d5c0e78387b691ed7ece&varId=http://
https://www.lppapensions.co.uk/help-hub/helphub-for-members/
https://www.lppapensions.co.uk/news-hub
https://www.lppapensions.co.uk/employers/employer-essentials/employer-toolkit/
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923352591783712972243079zzzzz642b32c4719801902ff8d3e692b50d42afcf6843dbd3e6f7d09182a5aa0b108418&varId=

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 3 cONTINUED ALL LPPA
7. (employer newsletter) was issued in Q3, with features on UPM employer portal training, industry news and links to LGA bulletins.
8. were issued both to employers who are currently providing monthly data returns, as well as those which will be submitting from May 23 (training is

scheduled every two weeks throughout 2023). The communication also provided employers with access to the monthly returns

9. Details of the LPPA Christmas opening hours were provided to clients ( ) and employers / members on the LPPA website.

12


http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923358444783603271843079zzzzz645193dc322d8caaaee045f33304cca75577bb617b56ebc2d824488539fe82d4b3&varId=
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923320474083654219343079zzzzz64f810737624ff41aa7a9a1d23ce840923c2ce42b92883bc32a890bf6cf04a23ad&varId=
https://www.lppapensions.co.uk/upm/monthly-data-return/?utm_source=Pure360&utm_medium=Email&utm_campaign=UPM-training&utm_content=ALL
http://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923320474083663130243079zzzzz640284fced1d6ddf1a869e33e51a32ecf1197e58df0c66fee1364e762d88e05a3b&varId=

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 4 ALL LPPA
1. A member panel email was issued, asking for feedback on the new LPPA 8. New Frequently Asked Questions (FAQs) were added to the LPPA website,
Help Hub, which was launched in December on the LPPA website. following the Spring Budget, including updates on Lifetime Allowance
) . ) . (LTA) and annual allowance. A news story was also added to the website.
2. Emails, to a cross-section of members from all clients, inviting them to
join the member panel were sent out in January. 9. The automated Helpdesk (recorded) message was updated to include details
o of how to access P60 documents for retired members (from April).
3. A pension increases web page was created to update members on the latest
pension increases. 10. A joint press release was issued with Civica, following the completed
. - o ‘ . switch to the UPM administration platform.
4, Further website developments (additional pages) went live in Q4 including:
¢ New Joiners 11.  LinkedIn posts were issued in Q1 covering a wide range of topics including:
e Member contribution rates (23/24)
o Additional Pension Contributions (APC) e Pension health checks
e Pension pay dates (23/24) e |PPA’s Cyber Essentials Plus certification
e Updating Your Bank Details e Pension increases
o Retirement Guide for Leavers (updated) o Saferinternet day
e Tier 3 Ill Health Retirement (updated) e PensionPoint (‘register to enjoy the benefits’)
) o ) e Employer Monthly Return training
5. In preparation for McCloud remedy, further communications were issued to

e LGBT history month
¢ Chinese New Year
e ‘100,000’ members registered on PensionPoint

fund employers to ensure that historic data submissions have been accurately
supplied (specifically hours worked and service break data).

6. AMcCloud roadmap webpage was also created for our clients. e International Women’s Day
e LPPA Client forum
7. Several bite-sized video FAOs were developed to help answer some of the « Spring Budget (2023)

more popular member questions, including opting out, and information on
the 50:50 option.

e Monthly Returns

13


https://www.lppapensions.co.uk/members/general-pensions-information/pension-increases/
https://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923467483683740574643148zzzzz64bca45371d29dde0753d608665f5ef1850c3ff6a303c1d24bd8e80fdbbbc9799a&varId=
https://www.lppapensions.co.uk/new-to-the-scheme/
https://www.lppapensions.co.uk/employers/employer-essentials/employer-responsibilities/contributions/
https://www.lppapensions.co.uk/members/schemes/local-government-scheme/increasing-benefits/apc/
https://www.lppapensions.co.uk/members/general-pensions-information/pension-pay-dates/
https://www.lppapensions.co.uk/members/general-pensions-information/change-of-details-circumstances/update-bank-details/
https://www.lppapensions.co.uk/employers/guides-to-leavers/retirement/
https://www.lppapensions.co.uk/employers/guides-to-leavers/ill-health/
https://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783754834243079zzzzz645305adbd4690775c28fc429707b3b1e963481e330944159127233542451812e3&varId=
https://www.lppapensions.co.uk/clients/mccloud-roadmap/
https://www.youtube.com/@LPPAdministration/videos
https://www.lppapensions.co.uk/help-hub/helphub-for-members/member-helphub-faqs/your-pension-finances/
https://www.lppapensions.co.uk/help-hub/helphub-for-members/member-helphub-faqs/your-pension-finances/
https://www.lppapensions.co.uk/news-hub/budget-update-on-lifetime-allowance-and-annual-allowance-changes/
https://www.lppapensions.co.uk/news-hub/press-release-lppas-move-to-new-cloud-pension-platform-complete/

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u DELIVERED - QUARTER 4 cONTINUED ALL LPPA
e Happy Easter 14.  Member Sessions were delivered, all bookable via the LPPA Member Training
e Happy Ramadan page, including:
12.  Pension Pulse bulletin —a UPM special was issued to employers in January, e Making Sense of your Pension (online sessions are aimed at members to
followed by a ‘financial year end’ special in March. help improve their knowledge of their pension, whether they have recently
o ) ) _ joined the scheme, or have been in the scheme a while).
13.  Employer training sessions were delivered with a focus on monthly returns

and navigating the UPM employer portal, including: e Making Sense of Retirement (sessions are aimed at Members who
are reaching retirement age (age 55 and over) to help improve their

e UPM employer portal training (sessions to support with general navigation knowledge of the retirement process and claim their pension).

and submitting the monthly return data file)

e Monthly Return Training — regular training sessions available for employers
to attend, with a demonstration of the upload of Monthly Return file via
UPM employer portal.

e Remote employer visits conducted to support with navigating the UPM
employer portal.

e Employer visits (training sessions and support meetings) continue to be
delivered remotely.

14


https://email.localpensionspartnership.org.uk/interface/external_view_email.php?J927472150783699390943079zzzzz64960777a7b8bf0de47056e522309d9050f67addadd212ad6341557534ba8f90e8&varId=
https://email.localpensionspartnership.org.uk/interface/external_view_email.php?J923358444783764110243079zzzzz6483daefae5ec9ca3557980706a414fe4ebe2b552bb9a5b33794078c4ff6fb16ed&varId=

EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u ENGAGEMENT COMMUNICATIONS CLIENT SPECIFIC

o Employer visits were held with 2 Brent Pension Fund employers

o Scheme Leavers Training was delivered and 5 employers within Brent Pension Fund attended

o 2 Brent Pension Fund employers attended an Employer Panel session

o 5 Brent Pension Fund employers attended LGPS Scheme Essentials training for employers

o UPM employer portal - monthly return sessions delivered and 11 Brent Pension Fund employers attended

o UPM employer portal - system navigation sessions delivered and 27 Brent Pension Fund employers attended
o PensionPoint awareness training session was delivered and 2 employers attended

o Year End Training was delivered with 4 Brent Employers attending

o Brent Employer Forum was supported with 30 employers in attendance

o Monthly member sessions were delivered, with 3 Brent Pension Fund members attending the Making Sense

of your Pension sessions and 3 attended Making Sense of your Retirement sessions

15



EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u EMAILS - EMPLOYERS CLIENT SPECIFIC

2022 July
. Getting ready for your new pension administration system (PACE) / timelines
. UPM employer portal training

April . Pension Pulse

o Year end bulletin

. Welcome to the Engagement Team August

. My PensionOnline: Currently Unavailable : UPM employer portal training (reminder)

o Submitting your end of year data EOY : Monthly returns submission {update)

. Pension Pulse September

May o UPM employer portal training

. Pension Pulse o Pension Pulse

° Scheme leavers training invite October

. Have your say with LPPA . Blackout period

June November

o PensionPoint promotional email . Welcome to UPM / UPM now live

. Project PACE - getting ready for our new pension administration system . Important reminder about your move to UPM

. Update on end of year queries . Planned maintenance reminder

. Employer Panel email . November Pension Pulse

. LPPA address reminder . Essential system maintenance reminder

. Monthly return (update)

16



EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u EMAILS — EMPLOYERS cONTINUED CLIENT SPECIFIC

December
o December opening hours

o Invite: book on monthly returns training

2023

January

. Pension Pulse (UPM Special)

o Monthly data returns training

February

. Annual returns / Important information on 2022 / 23 submissions

March

. Annual returns / Important information on 2022 / 23 submissions (Reminder)

. Monthly return / data file due
. Pension Pulse
o McCloud Data Collection (first)

. McCloud data file collection (follow up)




EMPLOYER ENGAGEMENT &

COMMUNICATION ACTIVITY

u EMAILS - MEMBERS CLIENT SPECIFIC

2022 2023

April January
o Pension Estimate: MPO . Member training - Making Sense of Your Pension / Retirement
May February
. Annual Benefit Statement o Member panel / News Hub (small selection across multiple funds)
. Annual pension statement
P March
. Member panel email and survey o ) )
. Member panel / invitation (small selection across multiple funds)
July
. PensionPoint (live now - follow up)
August
o Summer newsletter (Active members)

o ABS: ready to view

September

. Help us improve PensionPoint

October

. PensionPoint (teaser)

December

. PensionPoint (go-live)




LPP

Local Pensions Partnership
Administration
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