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Introduction

This is the pension administration strategy of London Borough of Tower Hamlets 
Pension Fund (the Fund) in relation to the Local Government Pension Scheme 
(LGPS), which is administered by the London Borough of Tower Hamlets (the 
administering authority).

This document sets out a framework by way of outlining the policies and performance 
standards to be achieved when providing a cost-effective inclusive and high quality 
pensions administration service. The pension administration strategy is kept under 
review and revised to reflect changes to LGPS regulations and Fund policies.  It has 
been developed following consultation with employers who participate in the Fund 
and schools who employ their own payroll providers.

The Fund comprises 17 employers and approximately 19,600 scheme members.  
The efficient delivery of the benefits of the LGPS is dependent on reliable 
administrative procedures being in place between the administering authority and 
scheme employers.

The effective date is 1st April 2017.

Any enquires in relation to the pension administration strategy should be sent to the 
Pensions Manager, London Borough of Tower Hamlets at:

Pensions.LBTH@towerhamlets.gov.uk

This strategy when approved (and any significant amendments thereafter) will be 
sent to all scheme employers and the Secretary of State.

Regulatory context

The LGPS is a statutory scheme, established by an Act of Parliament and governed 
by regulations. The most recent of such regulations, appertaining to administration 
are the LGPS (Administration) Regulations 2014. Regulation 59(1) of the 
(Administration) Regulations 2014 covers the requirement for an administering 
authority to prepare a written statement of policies as it considers appropriate in the 
form of a Pensions Administration Strategy. This regulation outlines the primary 
matters which should be covered to include:

 administration standards
 performance measures
 communication with scheme employers

In addition, Regulation 70 of the (Administration) Regulations 2014 covers the ability 
of an administering authority to recover additional costs arising from scheme 
employers’ level of performance. Furthermore, Regulation 71 of the same regulations 
allows the administering authority to apply interest on late payments by scheme 
employers.

The administering authority and scheme employers must have regard to the pension 
administration strategy when carrying out their functions under the LGPS Regulations
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Aims

The aim of this pension administration strategy is to set out the quality and 
performance standards expected of the Fund, its scheme employers and payroll 
providers. It seeks to promote good working relationships and improve efficiency 
between the Fund, scheme employers and payroll providers.

The efficient delivery of the benefits of the scheme is reliant upon sound 
administrative procedures being in place between stakeholders, including the Fund 
and scheme employers. This administration strategy sets out the expected levels of 
performance of the Fund and the scheme employers, and provides details about the 
monitoring of performance levels and the action(s) that might be taken where 
persistent non-compliance occurs.

Implementation

The administration strategy is effective from 1 April 2017 and is kept under review 
and revised to keep abreast of changes in scheme and Fund regulations.

London Borough of Tower Hamlets Pension Administration

Responsibility

The London Borough of Tower Hamlets, as administering authority, is responsible for 
administering the Council’s LGPS fund. The administering authority has delegated 
this responsibility to the Pensions Committee (the Committee).  The Committee 
monitors the activity and performance of the administration function on a quarterly 
basis.  The Committee will monitor and review this administration strategy on a 
regular basis.

Objective

The Fund’s objective in relation to administration is to deliver an efficient and value 
for money service to its scheme employers and scheme members. Operationally, the 
administration of the Fund is carried out by staff employed by the administering 
authority.

Communications

The Fund has published a Communication Policy Statement, which details the way 
the Fund communicates with Committee, scheme members, prospective scheme 
members, scheme employers and other stakeholders. The latest version is 
accessible from the Fund website: 

http://towernet/staff_services/hr_workforce_development/pensions/

Telephone: 020 7364 4251

Performance Standards

Administration of the LGPS is maintained at local level by a number of regional 
pension funds and, as such, certain decisions must be made by either the Fund or 
the scheme employer, in relation to the rights and entitlements of individual scheme 

http://towernet/staff_services/hr_workforce_development/pensions/
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members. In order to meet these obligations in a timely and accurate manner, and 
also to comply with overriding disclosure requirements, the Fund has service level 
agreements between itself and scheme employers which are set out below.

Overriding legislation

In carrying out their roles and responsibilities in relation to the administration of the 
LGPS, the Fund and scheme employers will, as a minimum, comply with overriding 
legislation.

Internal quality standards

The Fund and scheme employers will ensure that all functions and tasks are carried 
out to agreed quality standards. In this respect, the standards to be met are:

 information to be legible and accurate
 communications to be in a plain language style
 information provided to be checked for accuracy by an appropriately qualified 

member of staff
 information provided to be authorised by an appropriate officer
 actions carried out, or information provided, within the timescales set out in 

this Administration strategy

Punctuality

Overriding legislation dictates minimum standards that pension schemes should 
meet in providing certain pieces of information to the various parties associated with 
the LGPS. The LGPS itself sets out a number of requirements for the Fund and 
scheme employers to provide information to each other, scheme members and 
prospective scheme members, dependants, other pension arrangements or other 
regulatory bodies. The following sections on responsibilities set out the locally agreed 
timescales for these requirements.

Fund Responsibilities

This section outlines the key responsibilities of the Fund and the performance 
standards scheme employers and scheme members should expect. It is focussed on 
the key activities which scheme employers and scheme members are involved in and 
should not be viewed as an exhaustive list.

Fund administration

This details the functions which relate to the whole Fund, rather than individual 
scheme members’ benefits.  Function/Task Performance target

Ref Function / Task Performance Target
1 Publish and keep under review 

the pensions administration 
strategy.

Within three months of any changes 
being agreed with scheme employers.

2 Publish and keep up to date all 
forms required for completion by 
scheme members, prospective 
scheme members or scheme 
employers.

30 days from any revision.  New 
employers to receive within three months 
of admission.
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3 Host meetings for all scheme 
employers.

Twice per annum (usually June/July and
November/December each year).

4 Organise coaching sessions for 
scheme employers.

Upon request from scheme employers or 
as required.

5 Provide bespoke meetings for 
scheme employers.

As required.

6 Notify scheme employers and 
scheme members of changes to 
the scheme rules

Within one month of the change(s) 
coming into effect.

7 Issue scheme member / employer 
bulletin.

At least once a year.

8 Notify a scheme employer of 
issues relating to the scheme 
employer’s non-compliance with 
performance standards.

Within ten days of a performance issue 
becoming apparent.

9 Notify a scheme employer of 
decisions to recover additional 
costs associated with the scheme 
employer’s poor performance 
(including any interest that may 
be due).

Within ten days of scheme employer 
failure to improve performance, as 
agreed.

10 Issue annual benefit statements 
to active and deferred members 
as at 31 March each year.

By 31 August following the year-end.

11 Issue formal valuation results 
(including individual employer 
details).

No later than 1 March following the 
valuation date.

12 Carry out valuation assessments 
on cessation of admission 
agreements or a scheme 
employer ceasing participation in 
the Fund.

Upon each cessation or occasion where a 
scheme employer ceases participation on 
the Fund.

13 New admission agreement, where 
required (including the allocation 
of assets and notification to the 
Secretary of State).

Within three months of agreement to set 
up provided prospective employer 
adheres to certain prescribed timescales

14 Publish, and keep under review, 
the Fund’s governance 
compliance statement.

By 30 September, following the year-end 
as part of the Fund’s annual report and 
accounts, or within 30 days of
the policy being agreed by the Pensions 
Committee.

15 Publish, and keep under review 
the Fund’s funding strategy 
statement

To be reviewed at each triennial 
valuation, following consultation with 
scheme employers and the Fund’s 
actuary. Revised statement to be 
published by 31 March following valuation 
date or as required.

16 Publish the Fund’s annual 
statement of accounts.

By 30 September following the year-end 
or following the issue of the auditor’s 
opinion.

17 Publish the Fund’s annual report By 30 September following the year-end
18 Publish, and keep under review, 

the Fund’s communication policy 
statement.

By 30 September, following the year-end, 
as part of the Fund’s annual report and 
accounts, or within 30 days of the policy 
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being agreed by the Pensions 
Committee.

19 Publish, and keep under review, 
the Fund’s termination policy 
statement.

Within 30 days of any changes being 
made to the policy

20 Publish, and keep under review, 
the Fund’s charging policy.

Within 30 days of any changes being 
made to the policy.

Scheme administration

This details the functions which relate to scheme member benefits from the LGPS.

Ref Function / Task Performance Target
21 Provide an answer or 

acknowledgement to scheme 
members/scheme employers/ 
personal representatives/ 
dependents and other authorised 
persons.

Five days from receipt of enquiry.

22 Set up a new starter and provide 
statutory notification to the 
member.

Twenty days from receipt of correctly 
completed starter form from a scheme 
employer.

23 Non-LGPS inward transfers 
processed.

Ten days of receipt of request from 
scheme member.

24 Non-LGPS transfer out quotations 
processed.

Ten days of receipt of request.

25 Non-LGPS transfer out payments 
processed.

Ten days of receipt of completed forms.

26 Internal and concurrent transfers 
processed.

Ten days of receipt of request.

27 Estimates for divorce purposes. Ten days of receipt of request.
 28
 

Notify the scheme employer of 
any scheme member’s election to 
pay additional pension 
contributions, including all 
required information to enable 
deductions to commence.

Ten days of receipt of election from 
scheme member.

29 Process scheme member 
requests to pay/amend/ cease 
additional voluntary contributions.

Five days of receipt of request from 
scheme member.

30 Provide requested estimates of 
benefits to employees/employers 
including any additional fund 
costs in relation to early payment 
of benefits from ill health, flexible 
retirement, redundancy or 
business efficiency.

15 days from date of request. Note: bulk 
requests of more than 20 estimates per 
month will be subject to further 
agreement.

31 Deferred benefits calculated. Fifteen days from receipt of all necessary 
information.

32 Deferred benefits processed for 
payment following receipt of 
election

Five days from receipt of all necessary 
information.

33 Refund payments Five days from receipt of all necessary 
information.
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 34 Provision of new retirement letters 
detailing member options.

Fifteen days from receipt of all necessary 
information.

35 Payment of retirement benefits 
following receipt of election

Lump-sum payment within five days of 
receipt of all necessary documentation. 
First pension payment on next available 
payroll run.

36 Notification of death processed Within ten days of receipt of all necessary 
documentation.

37 Calculate and pay death grant. Within ten days of receipt of all necessary 
documentation.

38 Processing of dependants’ 
pensions for payment.

Within ten days of receipt of all necessary 
documentation.

39 Calculate and pay transfer out 
payments to receiving fund and 
notify scheme member.

Ten days following receipt of election 
form from scheme member.

40 Provide payslips to scheme 
members in receipt of a pension.

Twice a year in paper format unless 
specifically requested, otherwise 
available online.

41 Process all stage 2 pension 
internal dispute resolution 
applications

Within two months of receipt of the 
application, or such longer time as is 
required to process the application where 
further information or clarification is 
required.

42 Answer all calls to pensions 
during office hours.

85%.

43 Answer calls to pensions in office 
hours at first point of contact.

95%.

44 Formulate and publish policies in 
relation to areas where the 
administering authority may 
exercise a discretion within the 
scheme and keep under review.

Any changes to be published within one 
month.

/T
Scheme Employer Responsibilities

This section outlines the responsibilities of all scheme employers in the Fund and the 
performance standards scheme employers are expected to meet to enable the Fund 
to deliver an efficient, quality and value for money service. All information must be 
provided in the format prescribed by the Fund within the prescribed timescales.

Fund administration

This details the functions which relate to the whole Fund, rather than individual 
events.

45 Confirm a nominated 
representative to receive 
information from the Fund and to 
take responsibility for 
disseminating it within the 
organisation.

30 days of employer joining fund or 
change to nominated representative.

46 Formulate and publish policies in 
relation to all areas where the 

To be kept under review and a revised 
statement published within one month of 
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employer may exercise a 
discretion within the LGPS 
(including providing a copy of the 
policy document to the Fund).

any changes.

47 Respond to enquiries from the 
Fund / Administering Authority.

Ten days from receipt of enquiry

48 Remit employer and employee 
contributions to the Fund and 
provide schedule of payments in 
the format stipulated by the Fund.

Schedules by the 19th calendar day of the 
month after deduction. Cleared funds to 
be received by 22nd calendar day of the 
month after deduction or 19th if by 
cheque.  

49 Implement changes to employer 
contribution rates as instructed by 
the Fund.

At date specified on the actuarial advice 
received by the Fund.

50 Provide year-end information 
required by the Fund in the format 
stipulated in the instructions 
issued March each year.

By 30 April following the year-end.

51 To ensure optimum accuracy of 
year-end information

With no less than 90% accuracy across 
all members. 

52 Distribute any information 
provided by the Fund to scheme 
members/potential scheme 
members

Within 10 days of its receipt.

53 Notify the Fund if contracting out 
services which will involve a 
TUPE transfer of staff to another 
organisation.

At the time of deciding to tender so that 
information can be provided to assist in 
the decision.

54 Work with the Fund to arrange for 
an admission agreement to be put 
in place when contracting out a 
service and assist in ensuring it is 
complied with.

Agreement to be in place no later than 
date of contract

55 Notify the Fund if the employer 
ceases to admit new scheme 
members or is considering 
terminating membership of the 
Fund.

As soon as the decision is made, so that 
the Fund can instruct the actuary to carry 
out calculations, if applicable.

56 Refer new/prospective scheme 
members to the Fund’s website.

Ten days of commencement of 
employment or change in contractual 
conditions.

57 Make additional fund payments in 
relation to early payment of 
benefits from flexible retirement, 
redundancy or business efficiency 
retirement or where a member 
retires early with employer’s 
consent.

Within 30 days of receipt of invoice from 
the Fund.

58 Make payment of additional costs 
to the Fund associated with non-
compliance with performance 
standards of the scheme 
employer.

Within 30 days of receipt of invoice from 
the Fund.
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59 All new prospective admitted 
bodies to undertake, to the 
satisfaction of the administering 
authority and the scheme 
employer, a risk assessment of 
the level of the bond required in 
order to protect other scheme 
employers.

To be completed before the body can be 
admitted to the Fund.

60 All admitted bodies to undertake a 
review of the level of the bond or 
indemnity required to protect the 
other scheme employers.

Annually, or such other period as may be 
agreed with the administering authority.

Scheme administration

This section details the functions which relate to scheme member benefits from the 
LGPS.

61 Use online forms or web portal for 
all relevant scheme administration 
tasks as required by the 
administering authority.

Within one month of employer being set 
up to use the online system.

62 Notify the Fund of new starters. Six weeks of member joining or such 
shorter periods as required by auto-
enrolment obligations under the Pensions 
Act 2008.

63 Arrange for the correct deduction 
of employee contributions from a 
member’s pensionable pay.

Immediately on joining the scheme, 
opting in or out or change in 
circumstances.

64 Ensure correct employee 
contribution rate is applied.

Immediately upon commencing scheme 
membership and in line with the 
employer’s policy and as a minimum in 
each April payroll thereafter.

65 Ensure correct deduction of 
pension contributions during any 
period of child related leave, 
strike absence or other forms of 
leave or absence from duty.

Immediately, following receipt of election 
from scheme member to make the 
necessary pension contributions

66 Commence deduction of 
additional regular contributions or 
amend such deductions, as 
appropriate.

Month following election to pay 
contributions or notification received from 
the Fund.

67 Cease deduction of additional 
regular contributions. 

Immediately following receipt of election 
from scheme member.

68 Arrange for the deduction of 
AVCs and payment over of 
contributions to AVC provider(s).  

Commence deduction of AVCs in month 
following the month of election. Pay over 
contributions to the AVC provider(s) by 
the 22nd of the month following the 
month of election or 19th if by cheque.

69 Provide the Fund with details of 
all changes to members’ working 
hours using the method stipulated 
by the Fund.

Six weeks of change for protected 
members only.
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70 Notify the Fund of other material 
changes in employees’ 
circumstances (e.g., marital or 
civil partnership status) using the 
method stipulated by the Fund.

Immediately, following notification by the 
scheme member of a change in 
circumstances

71 Notify the Fund of leaves of 
absence with permission 
(maternity, paternity, career 
break, etc) using the method 
stipulated by the Fund.

Within 20 days of notice from employee 
for protected members only.

72 Notify the Fund when a member 
leaves employment including an 
accurate assessment of final pay 
using the method stipulated by 
the Fund.

Six weeks of month end of leaving where 
payroll service not provided by the 
London Borough of Tower Hamlets.

73 Notify the Fund when a member 
is due to retire including an 
accurate assessment of final pay 
and authorisation of reason for 
retirement using the method 
stipulated by the Fund.

At least one month before retirement 
date.

74 Notify the Fund of the death of a 
scheme member using the 
method stipulated by the Fund. 

As soon as practicable, but within ten 
days.

75 Appoint person for stage 1 of the 
pension dispute process and 
provide full details to the Fund

Within 30 days of becoming a scheme 
employer or following the resignation of 
the current adjudicator.

76 Review 3rd tier ill-health retirement 
cases.

Notify administering authority immediately 
a member retired with a third tier ill-health 
benefits returns to paid employment or 
outcome of the 18 month review, 
whichever is earlier.

Monitoring Performance and Compliance

Ensuring compliance with the LGPS regulations and this administration strategy is 
the responsibility of the Fund and scheme employers. This section describes the 
ways in which performance and compliance will be monitored.

Audit

The Fund is subject to an annual external audit of the accounts by extension the 
processes employed in calculating the figures for the accounts. The key findings of 
their work are presented to the Pension Committee in an annual report, and the 
Committee / Administering Authority is provided with an action plan of 
recommendations to implement. In addition the Fund is subject to internal audits by 
the LB Tower Hamlets internal auditors of its processes and internal controls. Any 
subsequent recommendations made are considered by the Fund and, where 
appropriate, duly implemented.

Both the Administering Authority and Scheme Employers will be expected to comply 
with requests for information from internal and external audit in a timely manner. 
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Performance monitoring

The Fund monitors its performance utilising its own internal key performance 
indicators. Monitoring occurs on a monthly basis and the key performance indicators 
are reported to Committee via a quarterly report on administration of the Fund 
allowing them to monitor the performance of the Fund’s in-house staff. A high level 
overview of performance is provided to Committee on an annual basis. The 
performance of Scheme Employers against the standards set out in this document 
will be incorporated into the reporting to the Committee, as appropriate, to include 
data quality.

Feedback from employers

Employers who wish to provide feedback on the performance of the Fund against the 
standards in this administration strategy should email comments to 
Pensions.LBTH@towerhamlets.gov.uk  This feedback will be incorporated into the 
quarterly reports to the Committee.

Annual report on the strategy

The scheme regulations require the Fund to undertake a formal review of 
performance against the administration strategy on an annual basis. This report will 
be produced annually and incorporated within the annual report and accounts.

Policy on Charging Employers for Poor Performance

The scheme regulations provide pension funds with the ability to recover from a 
scheme employer any additional costs associated with the administration of the 
scheme incurred as a result of the poor level of performance of that scheme 
employer. Where a fund wishes to recover any such additional costs, they must give 
written notice stating:

 the reasons in their opinion that the scheme employer’s poor performance 
contributed to the additional cost

 the amount of the additional cost incurred
 the basis on how the additional cost was calculated
 the provisions of the administration strategy relevant to the decision to give 

notice.

Circumstances where costs might be recovered

It is the policy of the Fund to recover additional costs incurred in the administration of 
the scheme as a direct result of the poor performance of any scheme employer 
(including the administering authority). The circumstances where such additional 
costs will be recovered from the scheme employer are:

 failure to provide relevant information to the Fund, scheme member or other 
interested party in accordance with specified performance targets in this 
administration strategy (either as a result of punctuality of delivery or quality 
of information)

 failure to pass relevant information to the scheme member or potential 
members, either due to poor quality of information or not meeting the agreed 
timescales outlined in the performance targets in this administration strategy

mailto:Pensions.LBTH@towerhamlets.gov.uk
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 failure to deduct and pay over correct employee and employer contributions 
to the Fund within the stated timescales

 instances where the performance of the scheme employer results in fines 
being levied against the Fund by the Pension Regulator, Pensions 
Ombudsman or other regulatory body.

Approach to be taken by the Fund

The Fund will seek, at the earliest opportunity, to work closely with scheme 
employers in identifying any areas of poor performance, provide the necessary 
support or training and put in place appropriate processes to improve the level of 
service delivery in the future. Therefore, scheme employers will be afforded the time 
to address the causes of non-compliance with performance standards in order that 
they do not become persistent, before any fines are levied. Employers should be 
aware that in the case of late payment of contributions and non-submission of 
monthly contribution forms, penalties will be incurred for persistent instances of non-
compliance with performance standards.

The process for engagement with scheme employers will be as follows:

1) Write to the scheme employer, setting out area(s) of non-compliance with 
performance standards and offer support and, where applicable, further training.

2) If no improvement is seen within one month of the support or training or no 
response is received to the initial letter, the scheme employer will be asked to attend 
a conference call/meeting with representatives of the Fund to discuss area(s) of non-
compliance with performance standards and to agree an action plan to address 
them. Where appropriate, the originating employer will be informed and expected to 
work with the Fund to resolve the issues.

3) If no improvement is seen within one month or a scheme employer is unwilling to 
attend a meeting to resolve the issue, the Fund will issue a formal written notice, 
setting out the area(s) of non-compliance with performance standards that have been 
identified, the steps taken to resolve those area(s) and notice that the additional 
costs will now be reclaimed.

4) An invoice will then be issued to the scheme employer clearly setting out the 
calculations of any loss resulting to the Fund, or additional cost, taking account of 
time and resources in resolving the specific area(s) of poor performance, in 
accordance with the charging scale set out in this document.

A report will be presented to the quarterly Committee meeting detailing charges 
levied against scheme employers and outstanding payments.

Charging scales for administration

The table below sets out the charges which the Fund will levy on a scheme employer 
whose performance falls short of the standards set out in this document. Each item is 
referenced to the ‘Scheme Employer Responsibilities’ section.

Item Charge Ref
Late payment of employee  and 
employer contributions

£50 plus interest* 48

Non-provision of the correct schedule £50 per occasion. 48
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accompanying the contributions
Underpayment of employee or 
employer contributions.

£50 plus interest* 49, 63, 
64.

Late or non-provision of year-end 
information or the poor quality of year-
end information.

£250 plus £100 for every month the 
information is late.

50

Failure to use the notified process to 
provide member amendment and 
earnings information to the 
administration authority.

Recharge of the additional costs 
incurred by the administering 
authority.

60

Late or non-provision of starter forms. £100 per month for forms not 
received or late.

62

Late or non-provision leaver forms. £100 per month for forms not 
received or late.

72, 73, 
74.

*Interest will be charged in accordance with Regulation 44 of the LGPS administration 
regulations, which states interest should be charged at Bank of England base rate plus one 
per cent.

Service and Communication Improvement Planning

As set out earlier in this administration strategy, the Fund’s objective in relation to 
administration is to deliver an efficient, quality and value for money service to its 
scheme employers and scheme members. This can only be achieved through 
continuously reviewing and improving the service. Communication between the Fund 
and scheme employers is key to providing the service and is, therefore, an important 
aspect of service improvement planning.

The Fund’s staff work together on a programme of continuous improvement to the 
service and meet quarterly to review progress against the action plan agreed.

The monitoring of the performance standards set out in this document will inform the 
programme going forward, and feedback from scheme employers on the service and 
the way in which the Fund communicates is welcomed in developing plans. 
Feedback should be emailed to Pensions.LBTH@towerhamlets.gov.uk

The Fund will take responsibility for improving the service and determining the 
balance between implementing service improvements and the goal of providing a 
value for money service for the Fund.

Employers will be informed of any changes to the service provision which affect the 
way they interact with the Fund through the monthly briefing note.

Consultation and Review Process

In preparing this administration strategy, the Fund will place it upon its website and 
open up consultation with scheme employers with a closing date of 28 February 
2017. The strategy will be reviewed every year and more frequently if there are 
changes to the scheme regulations or Fund policies. All scheme employers will be 
consulted before any changes are made to this document.

The latest version of this document can be accessed from the Fund website at: 
http://towernet/staff_services/hr_workforce_development/pensions/nds

mailto:Pensions.LBTH@towerhamlets.gov.uk
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