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Introduction 

This statement has been prepared in accordance with Regulation 61 of the Local 

Government Pension Scheme (Administration) Regulations 2013 by Shropshire County 

Pension Fund (the ‘fund’). It sets out its communications approach with scheme members, 

employers, and other interested stakeholders.  

The fund deals with over 220 employers and over 50,000 scheme members made up of 

contributing members, deferred members, and retired members in relation to the Local 

Government Pension Scheme (LGPS).  

The main aim of the Shropshire County Pension Fund is to provide members and 

employers with an efficient pension administration service providing secure pension benefits 

which have been worked out accurately and paid on time. Timely and clear communication 

with both members and employers plays a key role in helping employers meet their 

statutory obligations and helps members plan their retirement.  

The fund designs and delivers communications to scheme members and employers in a 

way that makes sure they can understand the LGPS. Information should be clear and 

simple to understand, as well as being accurate and easily accessible. It is important that 

members can understand their pension arrangements and make informed decisions when 

needed and employers understand their statutory responsibilities.   

The Pensions Team work to maintain a thorough knowledge of the regulations to keep the 

confidence of its members. The Pensions Team should always be the first-place staff 

members turn to for LGPS pension information during their working life and in retirement. 

The fund also takes part in several national groups, with the aim of sharing best 

communication practices. The Joint Communications Group allows the fund to work with 

other Local Government Authorities, giving group members the chance to share 

communication resources and develop joint projects, such as newsletters and member 

guides. The fund is also part of the Local Government Pensions Committee (LGPC), which 

publishes national communication material.  
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Principles of communication 

The fund has adopted five key principles that supports all its communication. The fund is 

committed to making sure: 

• Communication is factual and presented in plain, easy to understand language.

• Communication is designed in a manner appropriate to its audience.

• Communication is issued in a timely manner.

• Communication keeps up with the developments and improvements in new

technology.

• Communication is planned, co-ordinated and reviewed.

The fund is ‘digital by default’ unless a member requires the information in a paper format. 

Digital communication is used by the fund to deliver scheme information, increase member 

engagement and to give regular updates to employers. It can help meet member demand 

and expectation to regularly access pension information. It can also reduce the fund’s 

environmental footprint by decreasing paper and printing usage. When information is asked 

for in paper format, a sustainable printing service will be used.  

The fund makes every effort to make communication materials available in other formats 

such as large print, braille, audio tape and different languages, if requested. 

The Local Government Pension Scheme is a desirable benefit for attracting employees to 

work in local government. For employers, it is a key part of their recruitment and retention 

package. The fund is also the last, and often the only, link between former staff members 

and their employers. The fund therefore has an important role in making sure effective 

communications continue even when members have left employment, have a deferred 

pension, or a pension in payment. The fund keeps in touch with all members and if contact 

is lost (for example, if a member has moved and not told the fund), a tracing exercise can 

be carried out to find the member and update their personal details. 

The Pensions Team are committed to responding quickly to member requests for 

information. Information is given within set internal and regulatory timescales taking into 

consideration The Occupational and Personal Pension Schemes (Disclosure of Information) 

Regulations 2013 and other overriding legislation. The turnaround time for dealing with 

standard requests for information is normally ten working days but may take longer 

depending on the request timing and the request itself.   
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When a request for information has been made, an acknowledgement receipt will be given, 

usually within three working days. If it is going to take longer than 10 days to provide the 

information, members will be told when they are likely to receive it.   

How the fund communicates 

Scheme literature 

A wide range of scheme literature is produced and updated by the fund for both members 

and employers. Copies are available on the fund website and can be provided in paper 

format upon request. All paper and electronic guides are made using similar branding and 

include full contact details for the Pensions Team. The fund has scheme guides which cover 

the scheme benefits, who is eligible and retirement options. Both new and prospective 

members are provided with basic information about the LGPS, such as how benefits are 

worked out, how member and employer contributions are calculated etc via the scheme 

guides.  

One-to-one meetings   

For members who require a one-to-one meeting communication, appointments can be 

made with a member of the team.  Virtual meetings will be encouraged but face to face 

meetings can be attended, depending on venue availability, and must be booked in 

advance. The fund will organise one-to-one meetings at employer workplaces periodically. 

Employers can also ask for one-to-one meetings, but these requests will be considered 

depending on location and member interest.  

Helpdesk 

The fund has a dedicated helpdesk which deals with all the incoming post, emails and 

telephone calls. The helpdesk contact details are published on all scheme literature. The 

helpdesk telephone number is 01743 252130 and email address is 

pensions@shropshire.gov.uk  

The helpdesk is open from 8.45am to 5.00pm Monday – Thursday and 8.45am to 4.00pm 

on Friday. During team meetings and busy periods an automated answering service will be 

in place.    

All fund officers also have a direct telephone number and email address should they need 

to be contacted directly.  

mailto:pensions@shropshire.gov.uk
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Website 

The fund has a website, www.shropshirecountypensionfund.co.uk, which holds most of the 

scheme information including copies of scheme literature, policies and annual reports. 

There is a latest news page which is used to keep members up to date. There is also a 

news page on the employer's area of the website specifically aimed at employers. The 

website has been adapted to make sure it is accessible to view on electronic devices such 

as tablets and mobile phones. The website has been developed in line with accessibility 

standards and has a published compliance statement.  

My Pension Online 

A secure online portal gives members access to their pension record. The facility provides 

members with the opportunity to update their personal details, view annual benefit 

statements and perform benefit projections, as well as change death grant nominations. 

Members in receipt of a pension are also able to change bank details, check their annual 

pension and view monthly payments. The online system can be accessed via the fund's 

website homepage.  

Material changes to the scheme 

The fund will inform members when any material changes are made to the LGPS via the 

website, email alerts or newsletter unless a paper notification has been requested. This 

information is normally given as soon as possible after the change takes effect, but in any 

event within three months after the change.  

Email alerts 

The fund asks all members for an email address, so they can be contacted by the fund with 

the latest scheme news.   

Presentations 

The fund delivers standard or tailored presentations on a wide range of pension topics for 

both employers and members around the county. These presentations are provided by fund 

staff at the request of employers, or organised by the fund, at geographically convenient 

locations or using virtual meeting technology. Presentations keep members informed of any 

changes that may affect their benefits. 
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Newsletters 

‘Pension update’ is the fund’s in-house newsletter for active and deferred members and is 

sometimes produced as a collaborative project with other funds. This newsletter is issued 

periodically and aims to provide topical news articles and the latest information about the 

scheme and pensions in general. The newsletters are usually issued via email and 

published on the fund website.  

InTouch is the fund’s in-house newsletter for retired members. The newsletter is a useful 

way of providing updates on relevant changes in legislation as well as topical news articles. 

Annual report & accounts 

The annual report is a statutory financial reporting document showing the fund’s accounts 

over the previous 12 months, along with details on both investment and administration 

performance. Members and employers are notified when the report has been published via 

email and the news pages of the fund website.  

Annual update 

Members and employers will be provided with information annually from the fund’s 

management team on the latest fund news. Information will be provided either through a 

news update on the website, the annual report, an in-person meeting or via a webinar/video 

update. Information covered will be scheme benefit changes, valuation position and how the 

fund considers economic, social and governance issues with its investments.  

Videos 

When needed, the fund uses short videos to help explain the scheme. 

Annual benefit statements  

It is a statutory requirement to provide annual benefit statements to both active and deferred 

members. Annual benefit statements are issued via My Pension Online, unless a paper 

copy has been requested. The statements include various pension details such as the 

current value of benefits, how they are calculated and when they become payable. The 

format of the statement is continually reviewed to provide members with the required 

statutory information in a clear and concise manner. Statements for active members must 
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be issued by the 31 August each year and members are notified via email when statements 

become available to view.   

Pension savings statement 

A Pensions Saving Statement will be supplied to a member by the 6 October each year if 

their pension savings in the fund, during a pension input period, are more than the annual 

allowance limit.  

Active members - new starters 

When eligible members are enrolled into the scheme, the employer is instructed to provide 

basic scheme information by issuing a scheme booklet either in paper format or via a link to 

the fund website. The fund also provides basic scheme information to new starters following 

a new employment notification. The fund produces a brief scheme guide on the Local 

Government Pension Scheme. This should be provided by scheme employers to all new 

employees as part of their letter of employment, terms and conditions – some employers 

choose to email this to new employees.   

Retirement process booklet 

All active members on reaching retirement receive a comprehensive booklet providing 

information on the scheme and the retirement process. 

Corporate induction courses 

Officers of the fund are invited to attend, or to contribute to, employer corporate inductions 

(including e-learning) for prospective members or new joiners.  

Promotional campaigns 

The fund periodically produces dedicated marketing literature that is sent to those who 

choose not to join or opt to leave the scheme. This literature promotes the benefits of 

having an occupational pension and gives members who have opted out an option to re-join 

the scheme. 
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P60 notification 

Each member receiving a pension will have a P60 issued each year by the statutory 

deadline of 31 May.  

Pension increase notification 

Following the publication of a Pensions Increase (Review) order, the fund will adjust the 

relevant pensions in payment according to the order and make available the new annual 

pension amount to the member in My Pension Online. 

Existence checks of retired members living abroad 

The fund will, when appropriate, undertake to establish the continued existence of 

pensioner members living abroad.  

Other employer communications 

The increasing role of communication within all organisations means that more employers 

have staff newsletters, intranets and other communication facilities. The fund actively works 

to provide their employees with the best information and opportunities regarding the 

scheme and often provides information to be made available on intranets and websites. 
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Employer specific communications 

New or prospective employers 

Scheme information is given to all new and prospective scheme employers via information 

booklets or the employer’s areas on the fund website.  

Employer meetings & training sessions  

Meetings and training sessions are arranged for employers on a regular basis and will be 

delivered either in person or using virtual meeting technology. They are used to 

communicate issues with employers such as benefit regulation changes, administration 

changes, employer contribution rates and the funding level of the fund at each actuarial 

valuation.  

Employers’ guide  

An employers’ guide is available to all employers, explaining the processes, procedures and 

forms needed to effectively discharge their pension administration responsibilities. The 

employers’ guide is held on the employers’ area of the website: 

www.shropshirecountypensionfund.co.uk  

Employers bulletins 

Regular email bulletins are sent to all employers who are registered contacts. These emails 

aim to tell employers about the latest news, issues, events and regulatory changes. The 

bulletin is also used to communicate any consultations about policy and regulations. 

Monthly data requirements and end of year procedure 

Employers must send monthly data to the Pensions Team for their scheme members to 

make sure their pension record is accurate. Employers in the fund must use a “middleware” 

facility called I-Connect that helps the fund and employers by improving the flow of member 

data from employers to the fund, minimizing the risk of fines from the Pension Regulator by 

ensuring data is regularly supplied. The cost of this system is met by the fund. Guides for 

using I-Connect are published on the employer’s area on the fund website.  

http://www.shropshirecountypensionfund.co.uk/
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Each year employers must submit a year end return and compliance statement. Employers 

are contacted towards the end of the financial year with the year-end template, forms and 

instructions for completion.  

Webinars 

Webinars are used to give information to employers without them having to travel for 

meetings. Employers can learn from the comfort of their desks and ask questions while the 

presentation is taking place. Webinar content varies depending on feedback received from 

employers and target specific topics where they feel they lack knowledge. Webinars can 

also be recorded and sent to employers who were unable to attend. 

Reporting breaches 

The fund has a reporting breaches policy and procedure. This makes sure anyone 

responsible for reporting and whistle blowing can find, assess and report (or record if not 

reported) a breach of pensions law. All potential breaches of the law are recorded by the 

fund and the scheme employer informed that it has been recorded as a breach. Each 

employing authority must choose a named individual to act as the main point of contact 

about any aspect of administering the LGPS. If an employer has built up multiple recorded 

breaches, the main contact will be told and asked to help resolve any outstanding issues 

and reduce the risk of reoccurrence. 

Governance and communications 

Pension Committee 

The Pension Committee is made up of member representatives, employing authorities, 

trade union representatives and a retired member representative. The committee has an 

on-going training programme for members and officers to ensure that decision making is on 

an informed basis. Training forms part of the quarterly committee meeting.  

Knowledge building and training is provided via the fund’s officers, advisors and external 

training courses. Pension Committee reports are available on the council’s website 

www.shropshire.gov.uk and by following the link for ‘Committees, meetings and decisions’ 

and on the ‘Pension Committee’ page on www.shropshirecountypensionfund.co.uk  

http://www.shropshire.gov.uk/
http://www.shropshirecountypensionfund.co.uk/


Communications Policy Statement | December 2023 Page: 12 

Pensions Board 

Under the LGPS Governance Regulations 2015, a Pension Board was introduced on 1 April 

2015 to ensure effective governance and administration of the Scheme.  

The Local Pension Board is responsible for assisting Shropshire Council, the Scheme 

Manager, to secure compliance with: 

• The Local Government Pension Scheme Regulations;

• Any other legislation relating to the governance and administration of the Scheme,

and;

• Requirements imposed by The Pensions Regulator in relation to the Scheme and to

ensure the effective governance and administration of the Scheme.

The Pension Board consists of an equal number of employer and employee 

representatives. Training can form part of the Pensions Board meeting and Board members 

are invited to all other LGPS related training sessions and Pension Committee 

meetings/training sessions. 

Pension Board reports are available on the council’s website www.shropshire.gov.uk and by 

following the link for ‘Committees, meetings and decisions’ and on the ‘Pension Board’ page 

on www.shropshirecountypensionfund.co.uk  

Surveys and self-assessments of the knowledge and skills of both the Pensions Committee 

and Pensions Board members are regularly undertaken. More information can be found in 

the Training Policy.   

Management team 

The Head of Pensions – LGPS Senior Officer is responsible for the Pensions Administration 

Team and the Pension Investment Team. The Pensions Management Team meets on a 

weekly basis to discuss items in relation to the running of the team and regulation changes. 

It comprises the Pensions Administration Manager and Team Leaders. A similar monthly 

meeting is held between the Head of Pensions - LGPS Senior Officer, the Pensions 

Administration Manager, Pension investment staff and Team Leaders on a rotational basis.  

http://www.shropshire.gov.uk/
http://www.shropshirecountypensionfund.co.uk/
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Team meetings    

Team meetings involving all staff are held monthly. Notes of all meetings and items arising 

from such meetings are passed through to the Head of Pensions – LGPS Senior Officer and 

to Shropshire Council’s s151 Officer, if necessary.  

Training 

The fund seeks to continually improve the ability of staff to communicate effectively and to 

understand the importance of good communication. Both general and pension-specific 

training is provided to all staff as part of the fund’s commitment to staff development. This 

includes the Public Sector Pension Scheme modules on the Pensions Regulators online e-

portal. The fund conducts performance appraisals for its entire staff. The fund’s training 

requirements are documented in the Training Policy held on the fund website.  

Intranet and email  

Each member of staff has access to email and a storage drive which contains electronic 

copies of many of the key documents, procedures, minutes and circulars. 

Policy documents 

All the fund’s approved policies can be found on the website 

www.shropshirecountypensionfund.co.uk. 

Communication with other bodies 

Mercer (Pension Fund Actuary)    

The fund performs an actuarial valuation as required by the regulations. The actuary also 

deals with interim valuations when needed and gives information and advice about a range 

of issues affecting the fund. These issues include dealing with new and ceasing employers, 

bulk transfers and regulatory changes. 

http://www.shropshirecountypensionfund.co.uk/
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Legal advice 

The fund obtains legal advice from Shropshire Council as appropriate on benefits 

administration and investment matters. External legal advice is also obtained as and when 

required. 

Department for Levelling up, Housing and Communities (DLUHC) 

The fund communicates with the DLUHC while in consultation on proposals for changes to 

the scheme regulations or any other legislation matters.  

Trade unions or member representatives 

The fund liaises with trade unions or other member representatives to ensure that details of 

the LGPS availability are brought to their members’ attention and assist in providing 

information, in circumstances such as negotiations under TUPE, to make sure, whenever 

possible, continued access to the LGPS. The fund works with the trade unions to check the 

scheme is understood by all interested parties. The fund ensures that all pension-related 

issues are communicated effectively with the trade unions through representation on the 

Pensions Committee or via member representatives on the Pensions Board. 

Press & media 

The fund, in conjunction with the council’s communications unit, actively engages with the 

press and other media organisations in order to ensure clarity, facts and fair representation. 

Shrewsbury Regional Pension Officer’s Group (SPOG) 

The Shropshire County Pension Fund (SCPF) hosts the Shrewsbury Pension Officers 

Group which meets on a quarterly basis. The group, comprised of a number of local 

authority funds, discuss technical queries and legislation matters of common interest.  

National working groups 

The fund is involved at national level in an LGPS technical officer group and LGPS Central 

Strategic Administration group.  
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Joint working with other pension funds 

To reduce costs and share best practice, the fund works collanoratively with other pension 

funds. Representatives from each fund meet quarterly to discuss communications issues.  

LGPS Central Investment Working Group/Practitioners Advisory Forum 

The fund has an active involvement in the LGPS Central Investment Working Group and 

Practitioners Advisory Forum with the seven LGPS Funds in the West Midlands region 

where common investment issues between funds are discussed.  

The fund also participates in the LGPS Central Pension Administration Working Group. 

This where responsible administration officers attend, on a regular basis, to discuss key 

LGPS issues and working practices.  

Software provider group  

Members of the team attend user group meetings with the pensions administration software 

provider, to make sure the administration system can deal with regulation changes when 

they happen, and to discuss how the system is used on a day-to-day basis. 

How communication is measured 

Surveys 

Surveys are issued to members periodically with various correspondences, including 

retirements and benefit quotes. Surveys are also published to the website and via email. 

This allows the fund to evaluate the service provided. Survey responses are collated and 

reviewed at regular intervals when running a satisfaction exercise. 

Employer satisfaction survey 

A survey is given to employers, periodically to allow the fund to review the service and 

methods of communication provided to employers. The responses are collated and used to 

identify any employer requirements and possible areas for improvement. 
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Compliments, complaints and comments      

Any compliments, complaints or comments made in letter, e-mail or verbally, are recorded. 

The fund aims to always learn from the feedback received and to make improvements to 

the service. 

Data Protection 

Data Protection Act  

The fund is required to hold and keep a record of certain information on scheme members 

which is needed to administer the fund. The fund is a data controller under the Data 

Protection Act 2018 and is required to protect the information it holds about scheme 

members and communicate the legal basis for holding, storing and using the information. 

The fund has published a summary and full privacy notice for scheme members and 

employers. Statements on ‘how we use your data’ are published on documentation supplied 

to scheme members.  

The fund is committed to keeping member data safe and uses Shropshire Council’s policies 

on information sharing. Pension benefits information can only be provided directly to the 

scheme member and cannot be requested by a third-party. Information shared with 

employers will only be supplied when necessary and via a secure portal or email encryption. 

Further information can be found in the fund’s full privacy notice.   

All fund officers are required to undertake annual ‘Protecting Information’ training.  

Dealing with freedom of information requests 

The Freedom of Information Act (FOI) means that members of the public and organisations 

have rights of access to information held by public bodies. Requests for information under 

the Freedom of Information Act or similar legislation should be sent to: 

information.request@shropshire.gov.uk 

mailto:information.request@shropshire.gov.uk
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Fund publications 
Document Issued Aimed at Availability Reviewed 

Brief scheme guide Upon notification 

of a new 

employment / 

when requested 

All members Paper on request/ 

website 

Annually and as 

regulations 

change 

Retirement process 

booklet 

With retirement 

forms  

To retiring active members Paper/ website Annually and as 

regulations 

change 

Thinking of retiring- 

guide for active 

members 

To active 

members when 

required 

Active members Website Annually and as 

regulations 

change 

Thinking of retiring- 

guide for deferred 

members 

To deferred 

members when 

required 

Deferred members Website Annually and as 

regulations 

change 

Leaving before 

retirement booklet 

As required Prospective Deferred Members Website Annually and as 

regulations 

change 

Topping up your 

pension guide 

As required Active members Paper on request/ 

website 

Annually and as 

regulations 

change 

Internal Dispute 

Resolution 

Procedure (IDRP) 

booklet  

As required All members and employers Paper on request/ 

website 

Annually and as 

regulations 

change 

Divorce booklet As required All members Paper on 

request/PDF on 

website 

Annually and as 

regulations 

change 

Annual benefit 

statements 

Annually by 31 

August       

Active/deferred/pension credit Paper on request 

/online via My 

Pension Online 

Annually 

P60 Annually by 31 

May  

Pensioner members/dependents Paper Annually 

Pensions increase 

notification 

Annually Pensioner members My Pension 

Online 

Annually 
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Monthly pension 

payment 

confirmation  

Monthly Pensioner members/dependents My Pension 

Online 

Monthly 

Annual report Annually in line 

with regulations 

All stakeholders Paper upon 

request / website 

Annually 

Members newsletter As required Active/deferred members Paper when 

requested / on 

website 

As regulations 

change / when 

required 

InTouch- pensioner 

newsletter 

As required Retired members Paper / website As required 

Valuation report Every three years Employers/ all stakeholders Website Every three 

years 

Investment strategy 

statement 

Continuously All members/ stakeholders Website As required* 

Governance 

compliance 

statement 

Continuously All members/ stakeholders Website As required* 

Administration 

strategy statement 

Continuously Scheme employers Website As required* 

Funding strategy 

statement 

Continuously Employers Website Every three 

years 

Climate Change 

Strategy/Climate 

Risk Reports 

Annually All members/stakeholders Website Annually 

Reporting breaches 

policy 

Continuously All stakeholders Website As required* 

Training policy Continuously All stakeholders Website As required* 

Employer events 

policy  

Continuously All employers Website As required* 

Communications 

policy statement  

Continuously All stakeholders Website As required* 
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*At least every three years

Fund meetings, presentations, and training 
Event Frequency Available to Availability Reviewed 

Annual updates Annually All members / employers / Fund 

managers 

Website, video on 

website 

Annually 

Workplace 

presentations 

As required Prospective/active members Face-to-face or 

virtual meeting  

As required 

Induction 

presentations 

When requested 

by employer 

Prospective members Face-to-face or 

virtual meeting 

As required 

Employer meetings 

and training 

As required Scheme employers Face-to-face / 

webinars / videos 

on website 

As regulations 

change/as 

required 

 Other fund communications 

Method Frequency Available to Availability Reviewed 

Website Continually All stakeholders Online Continuously 

Help desk Within office hours All members / employers and all 

other stakeholders 

Face-to-face (if 

available) or virtual 

meeting appointment/ 

telephone / paper 

correspondence 

/email 

N/A 

Email alerts As required, when 

there is a significant 

website update / 

event / regulation 

change 

All members/ employers Email As required 

Pension 

consultations 

As required Active members Face to face (if 

available) or virtual 

meeting 

As required 

New starter letter Monthly Active members Paper As regulations 

change/as 

required 

Encouraging new 

members 

campaign 

When required Prospective eligible members When required When required 
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Existence checks 

of pensioners 

living abroad 

As required Pensioner members As required As required 

Service quality 

survey 

Continually Active/ deferred/ retired members Paper / email As required 

Employers guide 

including forms 

As required Employers Website As regulations 

change/ as 

required 

Employers email 

bulletin 

As required Employers Email alerts As regulations 

change/ as 

required 

Employer 

satisfaction 

survey 

As required Employers Paper /online survey As required 
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Contact details 

The Shropshire County Pension Fund is a data controller under data-protection law. This 

means we store, hold and manage your personal information in line with statutory 

requirements to enable us to provide you with pension administration services. To enable 

us to carry out our statutory duty, we must share your information with certain bodies, but 

will only do so in limited circumstances. For more information about how we hold your 

information, who we share it with and what rights you have, you can ask for this information 

from the fund, please visit www.shropshirecountypensionfund.co.uk. 

If you can read this but know someone who cannot, please contact us on 01743 252130 so 

we can provide this information in a more suitable format.  

Office hours 

Monday to Thursday 8.45am to 5.00pm 

Friday  8.45am to 4.00pm 

Contact details 
Email: pensions@shropshire.gov.uk 
Website: www.shropshirecountypensionfund.co.uk  

Tel: 01743 252130  

Write: Pensions, PO Box 4826, Shrewsbury, SY1 9LJ 

Administered by 

http://www.shropshirecountypensionfund.co.uk/
mailto:pensions@shropshire.gov.uk
http://www.shropshirecountypensionfund.co.uk/
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