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1. Executive Summary 

1.1 The purpose of this paper is to provide the Board with an update on the 
administration of the pension scheme for the year 2016/2017. 

 
 

2. Background 

2.1 People services have a small team that provide professional support to 
Westminster City Council (WCC), BT and Surrey County Council (SCC), plus 
numerous admitted bodies as well as expert support to our current and ex-
employees. 
 

2.2 Since our go live date with BT on 1st April 2015 there have been a number of 
issues with regards their ability to provide correct and timely pension data to SCC 
and Teachers Pensions (TP). This has had an impact on people services in that 
we need to be heavily involved in detailed administration matters in order to 
ensure individual cases are dealt with and the overall service is improved. 
Prioritisation of workload has by necessity focused on day to day operational 
matters and the management of individual cases. There are a number of tasks 
and projects that have been re-prioritised and delayed in order to focus on the 
pensions improvement plan including the writing of the discretionary policy and 
the PAS (Pension Administration Strategy) that was due to be presented to this 
Board. 

 

 



2.3 People services have moved a member of staff into the pension administration 
team to help with administration tasks; this person does have LGPS pension 
knowledge so this is helping in resolving individual cases and delivering activities 
on the pension improvement plan. They are also receiving training on Teachers 
Pension Scheme administration so they can assist with these matters too. 
 

 
3. Annual Benefit Statements 
  
3.1 These were due to be sent to LGPS staff by 31st August 2016, however we 

needed to withhold approximately 250 due to an issue with absence periods for 
these staff. BT has been addressing these absence records as part of the 
pension improvement plan. 

 
3.2 On release of the majority of the ABS a number of queries were raised by WCC 

staff in regards to the information reported on these documents. These issues 
were passed to BT and a root cause analysis was done on them to identify issues 
that needed to be resolved. A new file was prepared by BT to include both the 
missing employees plus the correction to the issues identified by employees in 
mid-February. Following quality assurance of samples of the data by our team 
this revised report was sent to Surrey during the week ending 24th February for 
their consideration and feedback. 
 
 

4. Western Union – Payment of pensions to overseas based pensioners 
 
4.1 We have a number of pensioners who are based overseas who are paid directly 

into their bank accounts, this is not via Western Union. We are conscious that for 
pensioners based in this country we would be advised of any death via a number 
of different routes, this is not necessarily the situation for overseas pensioners. 
 

4.2 Western Union offer a ‘life certificate’ service whereby for a small fee pensioners 
will be required to attend their local Western Union office to identify themselves 
for a small payment in return. Many companies use this service and there is 
evidence that the cost involved in carrying out this function on a tri-annual basis 
pays for itself by identifying erroneous payments. 

 
4.3 SCC has provided WCC with a list of our overseas pensioners and we will be 

following this up with finance to identify costs. 
 

 
5. Summary  
 
5.1 We are continuing to work with both BT and SCC on all the items outlined above 

(not item 4). It is now 22 months since we went live with BT and it is accepted 
that we are not where we should be and an improvement plan is in place to 
identify the issues and we continue to work with BT to ensure these areas are 
addressed. We have also had issues with SCC’s service delivery and we now 
have increased and more detailed KPIs in place to monitor their performance and 



have regular meetings to ensure that we are aware of any issues that will affect 
WCC LGPS members. 


