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 1.Completed processes 

	1 to 31 January 2023
	

	Work Type
	Total Cases
	Target days for each case
	Target met cases
	Minimum Target Met
	Target met percent
	Average time taken

	Divorce Settlement/Pension Sharing order Implemented
	1
	80
	1
	100
	100
	1

	Deferred Benefits Set Up on Leaving
	2
	20
	2
	85
	100
	7

	Pension Estimate
	1
	10
	1
	90
	100
	2

	Pension Set Up/Payment of Lump Sum
	1
	3
	1
	85
	100
	2

	Retirement Actual
	1
	10
	1
	90
	100
	2

	Set Up New Spouse Pension Fire
	1
	5
	0
	85
	0
	17

	NI adjustment to Pension at State Pension Age
	3
	20
	3
	85
	100
	10.67

	Death in Retirement
	2
	10
	2
	85
	100
	10

	Update Member Details
	1
	20
	1
	100
	100
	1

	Injury Review
	1
	20
	1
	100
	100
	1

	Deferred Benefits Into Payment Quote
	1
	35
	1
	85
	100
	9

	Initial letter Death in Retirement
	2
	10
	2
	85
	100
	1








	[bookmark: _GoBack]Spouse pension set up did not meet due to a delay from the FRAs payroll to confirm that they had set up pension for payment on their system. WYPF are unable to complete their task until this confirmation is received.



2. Work in Progress


          


3. Member Web Registrations


      The number of members signed up to member web are:

	Status
	Number

	Active
	414

	Pensioner
	103

	Pensioner Ex-Spouse
	0

	Beneficiary Pensioner
	0

	Deferred Ex-Spouse
	0

	Deferred
	149









14


4.Membership Numbers


	Scheme Name	
	Active Members 
	Deferred Members
	Pensioners
	Beneficiaries
	Preserved Refund
	Leavers Options Pending

	Nottinghamshire (1992 Scheme)
	0
	43
	713
	119
	1
	0

	Nottinghamshire (2006 Scheme)
	0
	159
	30
	10
	6
	0

	Nottinghamshire (2006/RDS Scheme)
	0
	36
	64
	0
	0
	0

	Nottinghamshire (2015 Scheme)
	594
	188
	24
	1
	0
	1

	Nottinghamshire (2015/RDS Scheme)
	17
	4
	1
	0
	0
	0




























5. Administration Update
Industrial Action
Now that it’s been confirmed that Industrial Action will be going ahead, WYPF will provide a report in the near future that will list all your active scheme members to enable you to populate each member’s strike position, and whether contributions* were or were not repaid   

*Your discretions document should confirm whether the FRA contribution should also be paid by the member.

As some members will retire (or leave) before the Industrial Action concludes, and before you return the completed report, please remember to provide the unpaid strike days on the retirement and leaver notification.  

Bulletin 65 includes a link to September’s bulletin (bulletin 61) which provides a useful overview of the effect on striking members’ pension rights along with the repayment election criteria.  

his article also clarifies that members with connected service to a former final salary scheme will have the associated day(s) deducted if they don’t repay the contribution due, and this could well impact on former FPS 1992 members’ anticipated 30-year date. 

Whilst LGA will provide communication for FRAs to use, it may be beneficial to start drafting something sooner.

Data breaches: [none this month]


6. Communication & Training
WYPF held its most recent Fire Client meeting on 11 January, delivering what we hope were useful roundups and updates.  

The latest Hot Topics was issued after the meeting and included guidance notes and a waiver form relating to our approach for processing estimates and retirement quotes for leavers on or after 1 October. These were included in Nina’s invitation for the April meeting.  

To date none have been completed and returned to either Nicola or Dave.  

Action for FRAs: Please remember that we must have the waiver returned otherwise we cannot process cases

Workshops
At our most recent Fire Client meeting we also discussed delivering 2 workshops to assist FRAs and their Payrolls in successfully completing the month 12 return.

We are running these events on Monday 20 February and Monday 27 February and we would encourage all FRAs and all payroll providers to attend.

In these workshops we will cover the following:

· What we need in each column & why

· How new pension records are created

· Why we require one row per post & the impact of not doing that
· In depth explanation of what is required for columns AL & AM and what checks they should do on this data before submission of Month 12

· Talk through of the exception reports & what the FRA should be doing on receipt

· Confirm that there will be no changes made to the format of the spreadsheet

To register for either of these events please click on one of the links below:

Workshop 1 - Monday 20 February 2023
Workshop 2 - Monday 27 February 2023 

If you have any concerns about postings please contact abdul.majid@wypf.org.gov , helen.scargill@wypf.org.uk  or matt.mott@wypf.org.uk

Sargeant 
All FRAs should now have received the Financial data extract.  We would draw your attention to point 26 of the associated guidance (housed at: Remedy data collection guidance - clean (fpsregs.org)):

[image: cid:image006.png@01D93708.E4FA3850]

The wording instructs FRAs to check with their administrator whether an additional line is required for mid-year contribution changes.  

WYPF don’t believe this is required, as long as the monetary contribution amounts specify the amount actually paid along with what would have been paid in the legacy/reform scheme.  

If you wish, you could detail contribution rate changes in the comments box, however, if FRAs are uncertain please contact WYPF for further clarification.


Survey
You may remember last April we asked all FRAs to complete a survey.
Although disappointed by the overall numbers who participated the results are encouraging. 

Yes, we have some work to do particularly around online forms and response times, however, we scored consistently high across all areas.

When we release the 2023 survey it would be good if all stake holders could respond, that is FRAs, Payrolls and Pension Boards.

Survey results below.


Pre-retirement seminars attended by WYPF during January:

Dorset & Wiltshire – 23/01/2023
Cambridgeshire – 24/01/2023


Pension boards

Durham & Darlington – 12/01/2023
East Sussex – 16/01/2023
South Yorkshire 0 18/01/2023
Norfolk – 24/01/2023
Northumberland – 24/01/2023
Leicestershire – 25/01/2023


           National / regional meetings

  Public Services Pensions – X Whitehall Project Management Group – 13/01/2023
  GAD – Member Contributions Calculator – 17/01/2023
  Joint Derbyshire, Leicestershire & Nottinghamshire Pensions meeting – 18/01/2023
  McCloud PDD/TWG meeting – 19/01/2023
  Fire Scheme Advisory Board – 23/01/2023
  HO/SAB Collaboration – 24/01/2023


Client training delivered by WYPF

Meeting with Lincolnshire on completing the remedy financial extract – 31/01/2023


7. Member Update 

8. IT Update
None






9. Five Year Audit Plan 2019 – 2024
	West Yorkshire Pension Fund Five Year Audit Plan 2019 - 2024
	Frequency
	Last Audit
	Recommendations
	Days
	19/20
	20/21
	21/22
	22/23
	23/24
	Total 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Annual Accounts Verification
	Annual
	Jul 18
	1
	10
	
	
	
	
	
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Audits Per Year
	 
	 
	 
	 
	1
	1
	1
	1
	1
	5

	Benefits
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Local Government Scheme Contributions
	2 Yearly
	Nov 18
	0
	20
	 
	 
	
	 
	
	 

	New Pensions and Lump Sums - WYPF
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	-   Normal and Early Retirements
	5 Yearly
	Mar 15
	0
	25
	
	 
	 
	 
	 
	 

	-   Death in Service, Post Retirement Widow and Dependent Benefits
	5 Yearly
	Mar 17
	0
	20
	 
	 
	
	 
	 
	 

	-   Ill Health Pensions
	5 Yearly
	Oct 13
	2
	20
	 
	 
	 
	 
	
	 

	-   Flexible Retirements
	5 Yearly
	Apr 16
	1
	20
	 
	
	 
	 
	 
	 

	-   Deferred Pensions
	5 Yearly
	Mar 18
	0
	20
	 
	 
	 
	
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Transfers Out
	3 Yearly
	Nov 17
	0
	20
	 
	
	 
	 
	 
	 

	Transfers In
	3 Yearly
	Sep 16
	2
	20
	
	 
	
	 
	 
	 

	Reimbursement of Agency Payments
	5 Yearly
	Mar 18
	2
	15
	 
	 
	 
	
	 
	 

	Life Certificates
	5 Yearly
	Oct 15
	0
	15
	 
	
	 
	 
	 
	 

	AVC Arrangements
	5 Yearly
	Sep 17
	0
	15
	 
	 
	 
	
	 
	 

	Admission of New Bodies
	5 Yearly
	Jan 15
	0
	20
	
	 
	 
	 
	 
	 

	Pensioners Payroll
	2.5 years
	Mar 16
	3
	20
	 
	
	 
	 
	
	 

	Purchase of Additional Pension
	5 Yearly
	Mar 17
	1
	15
	 
	 
	
	 
	 
	 

	Annual Benefits Statements
	2.5 years
	Oct 16
	0
	20
	
	 
	 
	
	 
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	New Pensions and Lump Sums - Fire Service
	3 Yearly
	Jul 18
	1
	15
	 
	
	 
	 
	
	 

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Audits Per Year
	 
	 
	 
	 
	4
	5
	4
	4
	4
	21



10. Overriding Disclosure Time Limits
 
	Disclosure Requirement
	Time Limit
	Number of breaches in month

	Material alterations to basic scheme information
	Within 3 months of the change taking effect
	0

	Transfer Credits (quote)
	Within 2 months
	0

	Annual Benefit Statements
	By 31 August each year
	0

	Annual Benefit Statement (upon request)
	Within 2 months of request, if not already provided within previous 12 months
	0

	Deferred Benefit Statements
	By 31 August each year
	0

	Deferred Benefit Statement (upon request)
	Within 2 months of request, if not already provided within previous 12 months
	0

	Pension Savings Statements
	By 6 October each year
	0

	Cash Equivalent Transfer Value  
Out
	Within 3 months of request
	0

	Accessing Benefits before Normal Pension Age
	2 month of benefits becoming payable
	0

	Accessing Benefits on or after Normal Pension Age
	1 month of benefits becoming payable
	0

	Notification of Deferred Benefit entitlement
	2 months of being notified of leaver
	0








  Divorce Time limits
	
Type of request
	
Time limit
	Number of breaches in month

	Request for divorce information only.
	3 months from receipt of the request.
	0

	Request for divorce information where you are notified that the information is required in connection with divorce proceedings that have already commenced.
	6 weeks from receipt of the request.
	0

	Request for divorce information where a Court Order imposes a deadline.
	Within the deadline specified by the Court.
	0

	Request for divorce information where you are notified that a Pension Sharing Order may be issued.
	Within 21 days of receiving notification that a Pension Sharing Order may be issued or a date outside 21 days as specified by the Court. 
	0

	Where the request is for information which does not include a Cash Equivalent Transfer Value  


	1 month from receipt of the request.
	0

	Pension Sharing Order received but some information* and/or charges are still outstanding.
	A letter to both parties needs to be sent out within 21 days of receiving the Order to explain the Order cannot be implemented and request the missing information and/or charges.
	0

	Pension Sharing Order received including all relevant information* and charges.


	A letter** must be sent to both parties within 21 days of the start of the implementation period notifying them of the deadline.
	0

	Pension Sharing Order Received including all relevant information and charges.
	4 months to implement the Order of the date of receipt of the final information which allows calculation
	0

	PSO has been implemented.

	A letter* must be sent to both parties within 21 days of implementing the PSO to notify both parties their entitlement.
	0


11. Calendar of Events

	January
	February
	March
	April

	Life Certificates
HMRC Event Reporting
Payment of Unauthorised Lump Sum and Scheme Sanction Charge to HMRC
	Life Certificates
Review of DWP benefits for Injury cases
GAD Data Collection Spreadsheet
	Life Certificates
	Apply Pensions Increase 
Apply Care Revaluation
Issue P60’s
Life Certificates
Pensioner Newsletter


	May
	June
	July
	August

	Life Certificates

	Active Newsletter
Life Certificates
Issue Deferred Annual Benefits Statements

	Life Certificates
Issue Deferred Annual Benefits Statements
Issue active Annual Benefits Statements

	Issue active Annual Benefits Statements
Life Certificates

	September
	October
	November
	December

	Pension Estimates Assumption Exercise
Life Certificates
Pension Savings Statement
	Life Certificates
Participate in NFI
tPR Scheme Returns
	tPR Annual Survey
Life Certificates
	IAS19 Data capture exercise for Actuaries 
Life Certificates


			





12. Regulations/Fire Scheme Update
Please take a few minutes to read the Firefighters’ Pension (England) Scheme Advisory Board Bulletin (Link to Bulletin below) and take any action required. FPS Bulletin 65 - January 2023 (fpsregs.org)

FPS
Ill-health reassessment factsheet updated
 In FPS Bulletin 63 – November 2022, we published an ill-health reassessment factsheet  to help FRAs determine which individuals require a reassessment of their ill-health determination as a result of remedy implementation. This has recently been updated to include FPS 2006 special members. We sought clarity from the Home Office to confirm that special members should be treated in line with FPS 1992 members due to them being assessed against a normal pension age of 55. 
Template member consent letters available
Letters for scenarios one and two, seven, and nine as referred to in the ill-health reassessment factsheet  have now been added to the Retrospective remedy webpage. 
ACTION for FRAs: Identify affected members of the pension scheme who may need to be sent for an ill-health reassessment and arrange for the appropriate member consent letter to be sent to them.
Potential Industrial Action 
In FPS Bulletin 61 - September 20221-September-2022.pdf, we provided information about how strike action affects a member’s pension benefits, how the amount that the member needs to repay is calculated, and the importance of continuing to record service breaks. 
Please refer to the information given in that bulletin to help resolve any queries that you have regarding industrial action. The LGA is planning to provide sample communications for FRAs if industrial action goes ahead, and members wish to repay the missing period of service.
SAB updates
Barnett Waddingham Case Study on FPS Remedy 2015 – Your Questions Answered Member Communications
 In FPS bulletin 54 - February 2022, we advised that following the Scheme Advisory Board (SAB) meeting of 30 September 2021  an action was taken to commission a suite of illustrative member scenarios to provide members with a better understanding of the implications of the McCloud/ Sargeant remedy on their benefits. This included a selection of members’ personas across the schemes, with benefits illustrated at a range of key retirement milestones. 
Barnett Waddingham was appointed to deliver this work following a successful procurement exercise and as part of the project, warm-up communications were produced to answer some key concerns or recurring questions that members have about the changes which took place on 1 April 2022 and beyond. 
The FPS 2015 Remedy ‘fact checker’  was developed by Barnett Waddingham, in collaboration with the SAB the Board secretariat, and the Scheme Management & Administration committee. 
The document text was added as a new page to the FPS Member 2015 Remedy section, with the PDF available as a download. Barnett Waddingham has since produced a case study about working with the scheme to provide this information for members on the remedy changes and this can be read at Appendix 1.
New webpage created – Retrospective remedy 
We are pleased to advise that a new webpage for retrospective remedy  has been created on the FPS Regulations and Guidance website. This page contains useful information and documents about the retrospective remedy which comes into force on 1 October 2023. 
Current documents available include the age discrimination remedy eligibility factsheet, the originally out of scope-now in scope member letter, the originally out of scope-still out of scope member letter, and the age discrimination remedy ill health re-assessment factsheet.
Consolidated Regulation 65 
As advised in FPS Bulletin 57 - May 2022, changes have been made to the reformed scheme rules. Regulations 65(2A) and (2B)  have been inserted into the FPS 2015 regulations with effect from 1 April 2022 to ensure that a protected member who applied for IHR before 31 March 2022, where the application is determined in their favour after that date, is treated no less favourably than if the application had been determined on that date. 
This means that for members where the ill-health assessment process began on or before 31 March 2022, the member is assessed for ill-health retirement against an NPA of 55. This will mean that there should be no cases where an affected member would have qualified for ill-health retirement under the legacy 1992 scheme but does not qualify under the reformed scheme. 
The members benefit entitlement should be calculated in the same manner as set out in the FPS 2015 regulations. 
The amendment to regulation 65 has been added to the consolidated regulations page of the FPS Regulations and Guidance website.
Other News and Up dates
PDP publishes consumer protection video 
The Pensions Dashboards Programme (PDP) has recently published an explainer video on consumer protection explainer video on consumer protection. 
The video explains what protections will be in place to ensure dashboards are safe and secure. 
Please see the consumer protection page of PDP’s website  for more information on this topic.
Public sector unions granted judicial review over McCloud cost remedy
In FPS bulletin 62 – October 2022 we confirmed that public sector unions had been granted a judicial review in relation to the McCloud/ Sargeant remedy costs in the cost control mechanism. We can now confirm that the dates for the hearing are from 30 January to 3 February 2023.

Useful links 
• The Firefighters’ Pensions (England) Scheme Advisory Board   
• FPS Regulations and Guidance   
• FPS Member  
• Khub Firefighters Pensions Discussion Forum  
• FPS1992 guidance and commentary  
• The Pensions Regulator Public Service Schemes  
• The Pensions Ombudsman  
• HMRC Pensions Tax Manual  
• LGA pensions website  
• LGPS Regulations and Guidance  
• LGPC Bulletins  
      




Total	Feb-22	Mar-22	Apr-22	May-22	Jun-22	Jul-22	Aug-22	Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	16	38	18	24	21	31	26	25	37	33	23	17	



Outstanding Work Active -  Nottinghamshire Fire	



Total	Current Member	Deaths	Early Leavers	Estimates	Misc	Payroll	Retirements	Transfers	1	3	8	1	44	2	14	0	As at end January 2023





Outstanding Work Pending -  Nottinghamshire Fire	



Total	Current Member	Deaths	Early Leavers	Estimates	Misc	Payroll	Retirements	Transfers	0	2	0	0	5	1	12	2	As at end January 2023





Member Web Number Totals  -  Nottinghamshire Fire	
Total	Mar-22	Apr-22	May-22	Jun-22	Jul-22	Aug-22	Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	519	529	531	539	542	546	628	642	652	655	664	666	



Membership Number Totals -  Nottinghamshire Fire	
Total	Mar-22	Apr-22	May-22	Jun-22	Jul-22	Aug-22	Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	1873	1872	1876	1999	2007	2002	2001	2009	2006	2003	2016	2011	Number of Active Members by Scheme


























































































































































































































































































































Nottinghamshire (1992 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	0	0	0	0	0	0	Nottinghamshire (2006 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	0	0	0	0	0	0	Nottinghamshire (2015 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	600	605	595	588	599	594	Nottinghamshire (2006/RDS Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	0	0	0	0	0	0	Nottinghamshire (2015/RDS Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	18	18	18	17	17	17	



Number of Deferred Members by Scheme




















































































































































































































Nottinghamshire (1992 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	44	45	44	44	44	43	Nottinghamshire (2006 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	161	161	160	159	159	159	Nottinghamshire (2015 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	175	175	182	185	186	188	Nottinghamshire (2006/RDS Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	38	37	37	37	37	36	Nottinghamshire (2015/RDS Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	4	4	4	4	4	4	



Number of Pensioners by Scheme























































































































Nottinghamshire (1992 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	718	717	716	717	715	713	Nottinghamshire (2006 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	28	28	29	30	30	30	Nottinghamshire (2015 Scheme)	
Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	15	16	18	21	23	24	Nottinghamshire (2006/RDS Scheme)	Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	63	64	63	63	63	64	Nottinghamshire (2015/RDS Scheme)	Sep-22	Oct-22	Nov-22	Dec-22	Jan-23	Feb-23	0	0	0	1	1	1	
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Fire Survey 2022.docx
WYPF Fire Client Survey 2022



Purpose 

To measure employer satisfaction in line with the KPI and to identify areas for improvement and development. 

Sample

The survey was communicated to all Fire Clients of the Shared Service. Overall satisfaction scores for the entire service also some narrative feedback about possible future services as agreed in the draft

Responses

In total we received 16 responses. We had expected more and re-opened the survey following the Fire Client Meeting on 13 July for a few extra days. The extension only granted one additional response however.  



Results



Fire clients – Overall satisfaction score 80.35%



Importance and satisfaction tracking

Ploting the gap between the score for how important an area is to the customer against how satisfied they are with our performance allows the identification of the largest gaps quite easily.



Normally a greater gain in customer satisfaction will be achieved by closing a large gap rather than a small gap.



On a 10-point scale any satisfaction gap above 1 is an area where we should consider a review of our service. A gap in excess of 2 is a point of concern and action may need to be taken. 



Below are two tables showing the overall results. In line with previous surveys the three areas of biggest concern are online forms that are easy to complete, quick and accurate responses to queries and timely provision of estimates. It is worth noting that the biggest gap subjects mirror the LGPS survey.











Comments received

		In the main the service we receive is excellent - it has been a steep learning curve but the increase in our skillset has expanded considerably, mainly through the time and patience of WYPF customer facing employees.  However, communication could be better as we physically pay our pensioners and correspondence does go direct without us seeing sight of this which does, and has, caused problems.



		There are McCloud challenges that lie ahead which we hope we build a strong relationship working together and come out the other end of it victorious. As always teamwork makes the dream work 😊



		As a client, it appears that some areas of WYPF are struggling with workload and appropriate resources. This has a knock on effect at how well our pension authority is administered. We have an example of incorrect payments casework, taking 3 years to start investigating/correcting. I some circumstances only being looked at once the member has passed away, despite WYPF having the information over 2 years ago. By WYPF's own admission, this delay has been caused by WYPF bringing on more clients without looking at the capacity of the workforce.



		It would be helpful if your employer portal had the facility to download member data in bulk, even if it's just their basic data, as I am currently reliant on our payroll provider or WYPF if I need pension scheme data.







We also asked respondents to sum up our service in one sentence:

		Very good!



		WYPF provide an accurate, timely and friendly service to employers.



		Efficient, effective good client liaison.



		The service is extremely professional and run well.  We transferred the administration to WYPF in April 2020 and we have been extremely pleased with the change in service offered compared to our previous administrators.



		A good service, but comms can be rather long winded.



		It can be hit and miss depending on who we deal with but in the main the customer service is good.



		Overall, the service is good.



		Patchy. Client Managers are excellent! Other areas, such as Finance and Payroll are inconsistent, overloaded and suffering with large backlogs of work, which in turn has a large impact on the service they can provide to us and the members.



		service has been very good so far



		Good service provided on the whole.



		I have found everyone very helpful and friendly.



		Basic. (Anonymous feedback)



		Very good, although at times service has been stretched with new FRA's coming on-board, however with that in mind we have always had that additional support when required, even with strict deadlines so overall pleased with the service










Service specific feedback

		Please tell us which area you deal with most regularly.

		Satisfaction rating

		Comments



		"Client Management"

		9

		Helen S and Dave H have been incredibly helpful in assisting us with Immediate Detriment cases.



		"Client Management"

		10

		



		"Client Management"

		5

		I received excellent responses to recent queries regarding 3 year valuation data.



		"Client Management"

		9

		



		"Client Management"

		9

		The Client Management team are easy to reach and very knowledgeable.



		"Client Management"

		9

		



		"Client Management"

		10

		



		"Finance (invoicing/accounts)","Client Management"

		8

		



		"Finance (invoicing/accounts)","Finance (monthly returns)","Client Management"

		8

		Deneka’s been very friendly and supportive in terms of invoices received on time. Yunus’ been very helpful to renew our contract this year. Helen is always great to work with and quick to reply. Dave Hood is always quick and resourceful with his help. All great, thank you.



		"Service Centre"

		10

		Again the Service Centre are really helpful.



		"Service Centre"

		4

		



		"Service Centre","Client Management"

		10

		Prompt and accurate responses to queries



		"Service Centre","Client Management"

		9

		



		"Service Centre","Client Management"

		9

		Dave and Helen have been very prompt and helpful in coming back to me with query responses.



		"Service Centre","Client Management"

		9

		









Future service developments

		Having online presentations available to your scheme members.

		Comments



		10

		I believe this could be an area of development that would help us.



		8

		



		6

		



		10

		



		7

		We aren't aware of this facility but it could be useful.



		8

		



		10

		I'm not aware that you provide this so I'm unable to give a meaningful score.



		9

		The resources are very helpful which are mainly guides which are hard to read and understand for firefighters. New materials with simple wording and short presentations/videos would be most welcome.



		9

		



		10

		



		10

		not yet had any provided



		10

		



		9

		I try to refer members to the LGA website but it is mostly text-based. I'm not aware of any online presentations on the WYPF website.



		10

		



		10

		



		Average score 9.07

		









		Having access to online administrator training.

		Please share any comments or suggestions you have.



		10

		This would be very helpful to us.



		10

		It would be very helpful to have something available, particularly for new starters in the Pensions team.



		9

		As a newcomer it would be good to understand the elements on the portal



		10

		



		7

		



		5

		don't use



		10

		Since moving to WYPF as our Fire administrator we have found that we have had to do 'more' than with our previous administrator.  it would be helpful if we could have more training specific to our knowledge (or lack of!).



		9

		Current factsheets are very helpful, further development of the training materials (webcasts, videos, etc.) would be welcome eg calculation of CPD for legacy scheme or retirement/leaver forms.



		9

		



		10

		Important, but don't have access. Having joined the Fire authority in February, there were no WYPF training courses to attend.



		10

		



		9

		



		9

		Fire-specific training would be helpful.



		10

		



		8

		I would like to see some on-line training, however I do feel at times face to face/zoom/teams if often beneficial



		Average score 9.00

		













		Having access to more training material (written or interactive).

		Please share any comments or suggestions you have.



		8

		



		10

		It could help to reduce the number of technical queries made by expanding employer knowledge.



		8

		



		10

		



		8

		



		7

		



		10

		



		9

		Training materials are essential to strengthen any existing skills and define the best way forward to navigate through a very complicated world of pension!



		9

		



		10

		



		10

		



		10

		



		9

		



		10

		



		10

		The more training material we can obtain the better informed we are as an FRA and able to support administrator and hopefully reduce your workload



		Average score 9.20

		







Satisfaction/importance scores



Importance Score	

Technical help by telephone when you need it	Getting quick and accurate responses to your queries.	Online forms that are straightforward to fill in.	Meetings with us on request.	Getting regular information about pension issues via 'Hot Topics'	The number of follow up queries we send to you to allow us to calculate accurate benefits.	Keeping your employees informed about their pensions.	Timely estimates so your employees can plan their retirement.	Your monthly client report	Holding quarterly client meetings with FRA's	WYPF attendance at your Pension Board meetings	9.5333333333333332	9.6	9.0666666666666664	8.4666666666666668	8.3333333333333339	8.8000000000000007	9.4	9.4666666666666668	8.7333333333333325	8.6666666666666661	9	Satisfaction Score	

Technical help by telephone when you need it	Getting quick and accurate responses to your queries.	Online forms that are straightforward to fill in.	Meetings with us on request.	Getting regular information about pension issues via 'Hot Topics'	The number of follow up queries we send to you to allow us to calculate accurate benefits.	Keeping your employees informed about their pensions.	Timely estimates so your employees can plan their retirement.	Your monthly client report	Holding quarterly client meetings with FRA's	WYPF attendance at your Pension Board meetings	8.1333333333333329	7.8666666666666663	6.7333333333333334	8.2142857142857135	8.7333333333333325	7.2666666666666666	8	7.7333333333333334	8.6	8.0666666666666664	9.1333333333333329	Weighting Factor	

Technical help by telephone when you need it	Getting quick and accurate responses to your queries.	Online forms that are straightforward to fill in.	Meetings with us on request.	Getting regular information about pension issues via 'Hot Topics'	The number of follow up queries we send to you to allow us to calculate accurate benefits.	Keeping your employees informed about their pensions.	Timely estimates so your employees can plan their retirement.	Your monthly client report	Holding quarterly client meetings with FRA's	WYPF attendance at your Pension Board meetings	9.6231493943472413E-2	9.6904441453566623E-2	9.1520861372812928E-2	8.546433378196501E-2	8.411843876177659E-2	8.8829071332436074E-2	9.4885598923283992E-2	9.5558546433378203E-2	8.815612382234185E-2	8.748317631224764E-2	9.0847913862718718E-2	Weighted Score	

Technical help by telephone when you need it	Getting quick and accurate responses to your queries.	Online forms that are straightforward to fill in.	Meetings with us on request.	Getting regular information about pension issues via 'Hot Topics'	The number of follow up queries we send to you to allow us to calculate accurate benefits.	Keeping your employees informed about their pensions.	Timely estimates so your employees can plan their retirement.	Your monthly client report	Holding quarterly client meetings with FRA's	WYPF attendance at your Pension Board meetings	0.78268281740690893	0.76231493943472406	0.61624046657694043	0.70202845606614106	0.73463436518618219	0.64549125168236876	0.75908479138627194	0.73898609241812474	0.75814266487213988	0.70569762225213095	0.82974427994616429	Gap	

Technical help by telephone when you need it	Getting quick and accurate responses to your queries.	Online forms that are straightforward to fill in.	Meetings with us on request.	Getting regular information about pension issues via 'Hot Topics'	The number of follow up queries we send to you to allow us to calculate accurate benefits.	Keeping your employees informed about their pensions.	Timely estimates so your employees can plan their retirement.	Your monthly client report	Holding quarterly client meetings with FRA's	WYPF attendance at your Pension Board meetings	1.4000000000000004	1.7333333333333334	2.333333333333333	0.25238095238095326	-0.39999999999999858	1.5333333333333341	1.4000000000000004	1.7333333333333334	0.13333333333333286	0.59999999999999964	-0.13333333333333286	







Gap summary



Technical help by telephone when you need it	

Gap	1.4000000000000004	Getting quick and accurate responses to your queries.	

Gap	1.7333333333333334	Online forms that are straightforward to fill in.	

Gap	2.333333333333333	Meetings with us on request.	

Gap	0.25238095238095326	Getting regular information about pension issues via 'Hot Topics'	

Gap	-0.39999999999999858	The number of follow up queries we send to you to allow us to calculate accurate benefits.	

Gap	1.5333333333333341	Keeping your employees informed about their pensions.	

Gap	1.4000000000000004	Timely estimates so your employees can plan their retirement.	

Gap	1.7333333333333334	Your monthly client report	

Gap	0.13333333333333286	Holding quarterly client meetings with FRA's	

Gap	0.59999999999999964	WYPF attendance at your Pension Board meetings	

Gap	-0.13333333333333286	
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