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INTRODUCTION
This report sets out the performance of Your Pension Service against agreed targets. This report 
covers the period 1 April 2017 to 31 March 2018. An overall performance level of 98% was 
achieved.

1. PERFORMANCE STANDARDS
Local Government
During the reporting period 7,819 individual calculations/enquiries were completed, of which 
7,661 met the performance standard; an overall performance of 98% was achieved.

      Caseload and performance levels: 

Due Completed

Annual Plan – 2017/18
Event    Responsibility Your Pension Service (YPS)

Application of Pension 
Increases

Issue Annual Benefit 
Statement to Active Members

Issue Annual Benefit 
Statement to Def Members

Issue P60s and Newsletter
to Pensioners

Issue Newsletter to
Active Members

Complete HMRC Scheme 
Returns

Provide FRS17 data
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   SLAcompleted

Cases Within
  SLA

Bf & Rec

Cases

      Caseload and performance levels: 

1,716 1,694 1,667 90%98%

715 651 649 90%99% 64

973 933 917 95%98% 40

999 871 864 90%99% 128

994 936 892 90%95% 58

598 587 571 90%97% 11

423 387 381 90%98% 36

1,484 1,419 1,383 90%97% 65

63 62 62 90%100% 1

8,253 7,819 7,661 98% 434

288 279 275 90%99% 9

Performance  
Standard

Estimate benefits within  
10 working days

Payment of retirement benefits 
within 10 working days   

Implement change in 
pensioner circumstance by 
payment due date   

Payment of death 
benefits within 10 working 
days  

Respond to general  
correspondence within  
10 working days of receipt   

Action transfers out within 
15 working days  

Action transfers in within 
10 working days   

Pay Refunds within 
10 working days   

Provide leaver statement 
within 15 days  

Amend personal 
records within 10 
working days    

LGPS

Cases outstanding

Target

Target Hit

Target Miss

22

3

% Within



  SLA
Within

Cases
Bf & Rec

120 112 99% 90%

Performance  
Standard

Estimate benefits within  
10 working days 

18 17 17 100% 90% 1

19 17 17 100% 90% 2

50 45 45 100% 90% 5

45 38 37 97% 90% 7

9 6 6 100% 90% 3

346 313 309 99% 33

50 45 45 100% 90% 5

Payment of death benefits 
within 10 working days  

Payment of retirement 
benefits within 10 working 
days  

Implement change in 
pensioner circumstance by 
payment due date   

Respond to general 
correspondence within  
10 working days of receipt   

Action transfers out 
within 15 working days  
 

Amend personal 
records within  
10 working days 

Provide leaver statement 
within 15 days

Cases processed and performance standards for Teachers and Fire are shown on the following 
pages.

Fire (Old and New Scheme)

In summary 313 individual calculations/enquiries were completed during the  
period and 309 met the performance standard; an overall performance of  
99% was achieved. 

35 32 30 94% 90% 3

Cases outstanding

Target
% Within   SLA

Cases
completed

Target Hit

Target Miss

113

4
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Cases outstanding

Within
  SLA

Cases
Bf & Rec

Teachers (Pensioners) 

In summary 163 individual calculations/enquiries were completed during the period and  
151 exceeded the performance standard; an overall performance of 93% was achieved.

99

58

16

173

95

55

13

163

84

55

12

151

100%

92%

93%

90%

90%

95%

4

3

3
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Performance  
Standard

Payment of death benefits 
within 10 working days

Implement change in 
pensioner circumstance by 
payment due date   

Respond to Pensioner 
correspondence within  
10 working days of 
receipt    

   SLA
Cases
completed

Target
% Within

Target Hit

Target Miss

5

88%



2. MEMBERSHIP
The tables below show details of membership under administration as of 31 March 2017 
and 31 March 2018.

 31.3.2017
As per
annual

performance 
report

     

31.03.2018
As per 

quarterly  
performance 

report

      Active 18,854 - 17,034

      Deferred 21,771 24,436

      Pensioner 15,373 15,796

      Total 55,998 57,266

6

LGPS  Other
Net

changes

+384

+461

+423

+1,268

Adjustment for
pending  
leavers
as at

31.03.2018

-2,204

+2,204

-

-



31

 March 2017

Pensioner

TOTAL  MEMBERSHIP

31
 March 2017

31 March 2018

1,595

1,595

1,525

1,525

 

 
Active

Deferred

Pensioner
TOTAL MEMBERSHIP

31 March 2018

513 517

248 287

465
480

1,226
1,284

7

Teachers

Fire
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Retirement Experience

Average 46 days  
to payment
of pension

651 new  
pensioners

During the period the service 
received 7 compliments and they 
related to the good customer service 
provided by the staff within Your 
Pension Service.

The complaints related to the 
length of time taken to process 
transactions.

Compliments/Complaints

7 compliments 18 complaints

3. CUSTOMER SERVICE
Partnership Events
During the year the services dedicated Partnerships team undertook a variety of events, courses 
and presentations.  In addition the team visited 13 employers to support and maintain working 
relationships.  They also delivered one to one training at a small number of employers to 
encourage the use of the Employer self-service facility.

In addition to the 7 annual pension surgeries for both LGPS and Fire scheme members the team 
also held 4  My Pension online drop in sessions that again proved successful in increasing the 
sign up to the service.  Employer training was also held with 12 payroll and HR practitioners in 
attendance .

The services annual practitioners conference was held at Penrith Rugby club on 8 November with 
over 65 delegates in attendance.  The event included a number of presentations from the team 
including Pension scheme basics, Salary sacrifice AVC facility and a LGPS Technical update.  
There was also and opportunity for employers to meet with the team and discuss all aspects of 
the service.

Ask Pensions
A dedicated Pensions helpdesk is the first point of contact for both scheme members and 
employers.  Over the year 93% of calls were successfully answered against a target of 90%.

Elapsed time from retirement to the 
date that the pension is ready for 
payment.
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4. LEGISLATIVE CHANGE
Another interesting year has passed, although we have seen very little change. The following are 
some noteworthy changes or proposals made during the last year:

1.  With effect from 6 April 2017, the government reduced the Money Purchase Annual 
Allowance from £10,000 to £4,000.

2.  The Normal Pension Age under the 2014 CARE Scheme is linked to a person’s State 
Pension age (SPa), or 65 if later. Under current legislation, the SPa is planned to increase 
to 66, then 67 (phased in over 2 years from 2026 – 28), and then 68 (phased in over 
2044-46). The government is legally required to review the SPa. In 2017, the government 
conducted the first such review and have proposed that the increase to 68 should instead 
take place over the 2-year period from 2037 – 2039. The government will need to pass 
an Act of Parliament to finalise this proposal. We understand that they are not planning to 
bring forward legislation to do this for some time.

3.  Some members who paid into the Scheme before 6 April 1997 may have a Guaranteed 
Minimum Pension (GMP) element to their benefits. For members who reached their State 
Pension age (SPa) before 6 April 2016, the government and the Scheme share the cost 
of inflation proofing the GMP element. The government have announced that they will not 
be able to continue doing their part for people who attain SPa on or after 6 April 2016, so 
they ran a consultation between 28 November 2016 and 20 February 2017 to decide how 
to proceed.  An interim solution was put in place for members who attain SPa between 
6 April 2016 and 5 December 2018. The interim solution is that the Scheme will fund the 
entire cost of inflation proofing the GMP element. The government responded in January 
2018 to the consultation. The outcome is that the interim solution will be extended to 
members who attain SPa between 6 December 2018 and 5 April 2021. The government 
will continue to consider longer-term solutions for people who attain SPa thereafter.

As noted in last year’s report, the government have conducted consultations on the introduction 
of a £95k exit payments cap and changes to the scheme rules. We are currently waiting for the 
government to announce whether and how they intend to take forward these 
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5. E-DEVELOPMENT
Cumbria EPIC
Since 1 April 2014 LGPS employers have been submitting monthly files to Your Pension Service, 
which replace many of the forms that they used to complete. This enables us to accurately post 
and reconcile contributions and pensionable pay to individual member records. YPS use an 
internally designed system called “EPIC” to do this. EPIC has helped YPS to ensure that member 
data is accurate and up to date, and that every member receives their correct pension pot 
entitlement.

This has been a huge change in the way we do things, both for employers and for YPS. We are 
happy to report that we have received data for the vast majority of employers within the Cumbria 
fund. This is excellent performance and we are grateful to these employers for ensuring timely 
submission of data files.

E Communications
YPS is committed to electronic communications. Our primary method of issuing benefit 
statements and pensioner P60s is via our My Pension Online system. We are working towards 
making even more member communications online to improve our service to members.

A new facility to publish documents via the self-service portal has been implemented providing 
information direct to the scheme members My Pension Online account. The member receives 
email notification that a document is available to be accessed online. For example, leaver 
statements are now published where possible. Leavers are the highest volume of member 
transactions and this new development is expected to result in less paper mail and an improved 
service. Therefore providing a faster more secure online access to important information.

My Pension Online
Total membership currently signed up to My Pension Online.

  LGPS    FIRE

 March 2017 % of March 2018 % of *31 July 2017 % of March 2018 % of
  membership  membership  membership  membership

Active  5,248 28%  6,288 37% 149 28% 163 32%                                                                                                                                       

Deferred 4,63  21% 5,341 22%  56 23% 70 24%                       

Pensioner 5,312 35% 5,863 37% 230 49% 241 50%

Total 15,197 27% 17,492 31% 435 37%  474 37%

*earliest figs available for fire

Employer services on line
Currently there are  134 users registered to use the online employer service facility across  **61 
employers.  In the main the service is used in order to view member records and calculate 
estimate of benefits including any pension strain costs.

** Users who have not used ESS for a 12 month period have now been deleted


