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Item 6 

COMMUNICATIONS STRATEGY REVIEW 

Introduction 

1. This paper provides the Committee with an update on the progress made in reviewing
and updating the Cheshire Pension Fund’s communications strategy

Recommendation 

2. The Committee are asked to

a) note and provide comments on the communications strategy and high level
communications plan attached as Appendices A and B respectively to this report,
and

b) Subject to any comments from the Committee, to endorse that Officers publish the
Communications strategy and begin a consultation process with key stakeholders.

Background 

3. The Committee will be aware that the Cheshire Pension Fund (the Fund) has faced
increasing communication challenges in recent times.  For example (but not limited
to):

• Covid-19 related communications,

• Frequent regulatory developments including McCloud and Exit Reform,

• Increased scrutiny from members and action/pressure groups and

• A general increase in member and employer interest in investment issues,
particularly Environmental, Social, and Governance (ESG) and other
Responsible Investment (RI) matters.

4. These challenges have been exacerbated by the lack of a dedicated communications
resource, which has been addressed with the appointment of a new Communications
manager.

5. One of the key outcomes from the appointment is a refresh of the Fund’s
Communications strategy, a draft of which is attached as Appendix A to this paper
along with a high level communications plan, attached as Appendix B.

6. The aim of the communications strategy is to underpin the Fund’s vision that its
members ‘understand, value, and engage with their LGPS pension, whilst planning
their journey to retirement.’

7. In-order to achieve this vision, the Fund has identified six core objectives, along with
a supporting set of sub-objectives, which will work together to achieve the overall aim.

• Our communications are always clear and with explainable definitions and
terms, we avoid pension jargon where possible, and plain English is used.
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• Our communications are evaluated, and feedback is used to measure their
effectiveness.

• To encourage engagement and interest in member’s pensions, we will ensure
that the services we offer are accessible, intuitive, attractive, and engaging.

• We will introduce, proactively market, and promote the member self-serve
portal, where possible, in all our core communications, to encourage members
join and use the service.

• We will improve understanding of the Fund and enable members to make
informed choices about their pension.

• We commit to clear and transparent communications regarding the Fund’s
investments, including Responsible Investment (RI)

8. Members are reminded that that the Fund will launch a phased roll out of member
self-serve portal (‘My Cheshire Pension’) in 2022/3. This will provide members with
an easier way to interact with their benefits and allow them to take a greater
ownership of their Local Government Pension. This will be a key area of
communication and development in 2022 and 2023 as member engagement will be
vital to the success in the take up of My Cheshire Pension.

9. Over time ‘My Cheshire Pension’ will be developed and deployed as the primary
means of communications between members and the Fund.

10. A key theme running through the strategy is one of evaluation and feedback. Every
piece of communications work from the annual ABS distribution to ad-hoc campaigns
to lunchtime webinars, will need to be evaluated. The Fund will take views from
internal staff, employers (and their staff), and crucially from members. We will also
seek other stakeholder feedback where possible and relevant.

11. Evaluating the Fund's work will also provide key intelligence on what areas we have
improved and what areas we can then look to further improve.

12. The Committee are referred to page 9 of the communications strategy for an
overview of how of the how the Fund will aim to achieve its core objectives.

13. Taking one objective that has been of high interest to the Committee as an example
i.e

“We will promote Responsible Investment (RI) through a series of informative and 
engaging documents. We will also ensure that our content around this subject is 
easily available to any Fund member or member of the public.” 

14. A key strand of the new Communications Strategy will be to enhance the Fund’s
presentation of its investment decisions, policies and holdings information. At
present the Fund publishes a great deal of material which is included on the Fund’s
website as follows:

• An Investment Strategy Statement

• And annual Responsible Investment Policy
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• A Climate Change Strategy

• An annual Climate Risk Report on Climate-related Financial Disclosures
(TCFD)

• A quarterly detailed list of all investment holdings,

• A quarterly list of all private equity holdings

15. These are occasionally supplemented by media releases and statements posted on
the website e.g. March 2002 statement on Russia/Ukraine and April 2022 statement
on the Fund’s £360m investment in Sustainable Equities. However, most of the
Fund’s published information run into many pages, contain a lot of detail and the
documents are unlikely to attract casual readers or members without an existing
strong interest in the issues.

16. The Fund’s published investment information will be overhauled so that accessible,
up to date and summarised information is available for members, councillors,
employers and all other stakeholders. New information will include:

• An attractive and accessible short document summarising the Fund’s
approach on climate change;

• Investment highlights. A new section on the website which will be regularly
refreshed and include short summaries of key Fund positive investments in:

o Infrastructure projects e.g. the Fund has now directly invested in the
Beatrice Offshore Wind farm off the coast of Scotland;

o Sustainable investments in individual companies e.g. Beyond Meat
(producer of plant based alternatives to meat products);

o Engagement success stories – progress made in moving specific
companies in a positive direction;

o A key votes summary – how the Fund is voting at AGMs in high
profile companies e.g. opposed excessive pay at recent Apple AGM.

• Investment stories and news to be included in pensioner and member
newsletters.

• Statements and press releases to be issued more regularly, e.g. publication
of annual Climate Risk report, new sustainable investments. We will aim for
one a quarter and we will work to engage with media outlets,

• All of the above information can be summarised periodically for members of
the Pension Fund Committee and shared with major employers.

17. The overall aim of this approach will be to ensure the Fund offers accessible,
attractive and easy to digest information on its investment approach. Overly long or
complicated text in formal policies (invariably required by LGPS Investment
Regulations), will be supplemented by short summary documents containing real
examples of investments and actions (with photos/graphics) taken by the Fund to
illustrate its Responsible Investment approach.

18. In short, the real progress the Fund has made in implementing its Responsible
Investment policy will be matched by effective communications to evidence positive
results to our members.
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Next Steps 

19. The Committee are asked to note and provide comments on the communications
strategy and high level communications plan attached as Appendices A and B
respectively to this report

20. Subject to any comments from the Committee, Officers will then publish the
Communications strategy on its website and begin a consultation process with key
stakeholders.

21. This will be open to all categories of members and will also be shared with all
employers.

22. Any significant changes made to the strategy following the consultation will be
shared with the Committee prior to final endorsement.
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Cheshire Pension Fund Communications strategy

Introduction 

Who we are 

The Cheshire Pension Fund (‘the Fund’) is a regional pension fund, in the North-West of 
England, who administer the statutory Local Government Pension Scheme (LGPS) on behalf 
of people working in Local Government and for other qualifying employers within the 
county. 

The Fund is administered by Cheshire West and Chester Council.

Employees of all Local Government Authorities, non-uniform employees of Police and Fire 
Services, and employers of Academies or Multi Academy Trusts have access to the LGPS. 
Employees of a wide range of other bodies that provide a public service can also join the 
LGPS where certain circumstances apply. 

The Fund has approximately 300 employers with approximately 41,000 employees who 
are actively contributing to the pension fund. The Fund also has approximately 33,000 
deferred members and approximately 32,000 pensioner members. Further information 
on membership is included in the Fund’s Annual Report which is available on our website 
www.cheshirepensionfund.org

The purpose of our communications strategy 

As we strive to provide a high quality and consistent service to all members and 
stakeholders, our communications strategy is key to meeting this aim. We will regularly 
ensure the work we undertake as part of the strategy is measured for success, quality, and 
consistency. This will be done via a mix of baselined member satisfaction surveys, as well 
as member feedback, focus groups, and measurement of increased member engagement, 
for example - analysis of website usage.

Why have we renewed our communications strategy?

We last published our communications strategy in 2016. Since then, many things in the 
world have moved on. Technology continues to evolve at a rapid pace, members’ needs 
continue to develop and change alongside technology. We, the Fund, recognise that our 
communications need to reflect the demands and pace of change, not only in our industry, 
but also in the wider environment in which our members live and work  

We want to assure our members that we will communicate effectively, clearly, using cost 
effective methods. We will take onboard, and use all feedback, where appropriate, to 
ensure we work within a framework of continuous improvement. 
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Cheshire Pension Fund Communications strategy

We want to ensure that all stakeholders are clear about our vision, objectives, and the 
ways in which we will deliver them. Ensuring that the objectives are consistently and 
appropriately delivered.

The strategy will aim to provide value for money on all communications activities we carry 
out. We will ensure that we use services that provide not only value for money but also, 
reliable, and effective services which members can be confident in.
l Our digital first ambition, through the introduction of a member self-serve portal, called

‘My Cheshire Pension’ is where active and deferred members can access their own
records including personal details, length of service, their death grant nomination, and
use the portal as a means of contacting the Fund.

The portal will; provide the Fund with savings, free up staffing resources, reduce postage,
and will also reduce our carbon footprint through printing and posting fewer items.

The portal will be supplemented by improvements to the fund’s website, in particular
through feedback from our members on how it can better serve them.

l We will ensure, that where we tender for communications work, we look for the best
service, not necessarily the cheapest and that it provides the best outcome for all parties.

l We will ensure that services provided are befitting for all members and cost efficiencies
are appropriately balanced across all member types.

We will use best practice, ensuring that we always look to the industry as well as peers for 
insights on success, and failure, to learn and deliver for our members. We will also strive to 
be a benchmark for other Funds, and our peers within the Pensions industry as a whole.
The objectives have considered our member types and will constantly be monitored to 
ensure that they best represent the majority audience, as well as observing changing 
environments, and taking member feedback into account to ensure we provide all members 
with a high-quality service.

 We will use best practice, ensuring that we always look to the industry as well as peers for 
insights on success, and failure, to learn and deliver for our members. We will also strive to 
be a benchmark for other Funds, and our peers within the Pensions industry as a whole.

The objectives have considered our member types and will constantly be monitored to 
ensure that they best represent the majority audience, as well as observing changing 
environments, and taking member feedback into account to ensure we provide all members 
with a high-quality service.
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Cheshire Pension Fund Communications strategy

Executive Summary 
The aim of our communications strategy is to underpin the Fund’s vision that its members 
‘understand, value, and engage with their LGPS pension, whilst planning their journey 
to retirement.’ In-order to achieve this vision, we have six core objectives, along with a 
supporting set of sub-objectives which will work together to achieve the overall aim.
l Our communications are always clear and with explainable definitions and terms, we

avoid pension jargon where possible, and plain English is used.
l Our communications are evaluated, and feedback is used to measure their effectiveness.
l To encourage engagement and interest in member’s pensions, we will ensure that the

services we offer are accessible, intuitive, attractive, and engaging.
l We will introduce, proactively market, and promote the member self-serve portal, where

possible, in all our core communications, to encourage members join and use the service.
l We will improve understanding of the Fund and enable members to make informed

choices about their pension.
l We commit to clear and transparent communications of the fund’s investments, including

Responsible Investment (RI).

We will launch a member self-serve portal (‘My Cheshire Pension’) in 2022/3 for Active 
members and 2023/4 for Deferred members. Roll out to Pensioner members will then 
be considered, this will also fall in line with changes to payroll which will support online 
activity. This will provide members with an easier way to interact with their benefits and 
allow them to take a greater ownership of their Local Government Pension. This will be a 
key area of communication and development in 2022 and 2023 as member engagement will 
be vital to the success in the take up of My Cheshire Pension. 

Our key audience will always be our members; Active, Deferred and Pensioners. However, 
we have many other audiences and recognise their vital input and support – not limited to 
but including Employers, Committee and Board members, Prospective members, Unions, 
and Press.

A key risk that needs to be mitigated is that pensions as a subject matter is often viewed as 
‘complex’ or ‘boring’ or ‘confusing’. As a result, members can fail to engage.

We also recognise that a key risk is the internal Subject Matter Expert (SME) support for 
Communications. Pensions is a highly technical subject, often learned over a long period of 
time, it will need to be appropriately and carefully managed to ensure consistency across 
our communications material(s).
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Cheshire Pension Fund Communications strategy

We know that pensions aren’t a subject that most people will actively engage with on a 
regular basis, if at all. In fact, a study by Capita confirmed that of their 2,000 respondents, 
72% were not engaged with their pensions and 61% were confused by their pension. We 
also know from our own survey for Active members, in December 2021, that 86% want to 
know more about their LGPS pension. So, whilst the subject matter itself is a risk, we find 
some mitigation in the fact our members want to know more. 

Our communication channels will continue to evolve as we plan to launch My Cheshire 
Pension (MCP) for active members in 2022/23. Digital will become our default by choice; 
however, we will support all major channels including post, telephone, and email. We will 
look to develop other methods where appropriate, for all member types. We will actively 
encourage our website as the first port of call for basic information, forms, and member 
education. The website will be re-developed (2022/3/4) to ensure that this is a key pillar in 
our communications offering.

We will always evaluate our communications work using success measurements amongst 
other forms of objectivity, from business as usual (BAU), to ad-hoc campaigns, to ensure 
that whatever we deliver is effective and well received, and if not, that we learn lessons, for 
future work.  
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Cheshire Pension Fund Communications strategy

Regulatory Framework 
This strategy has been produced in accordance with Regulation 61 of the Local Government 
Pension Scheme Regulations 2013.

The full regulations can be accessed here – The Local Government Pension Scheme 
Regulations 2013 (legislation.gov.uk)

The regulatory framework that we follow is the baseline minimum for which we will offer 
communication services. We will aim to always go above and beyond this baseline where 
possible.

Stakeholders and typical communications
Fund Members are defined as –

l Active - those who are currently contributing into the fund and employed by a fund
employer.

l Deferred - those who were members of an employer who paid into the fund but are
not yet drawing a pension.

l Pensioner - those who were contributing into the fund and are now retired and
claiming their pension, or their dependents.

l Prospective Active members - these are member who are considering joining an
employer of the Fund. They would become full active members upon joining.

Committee and boards – Not limited to, but including Pension Fund Committee, Local 
Pension Board, Investment Sub-Committee and Employer Consultative Forum.

Employers – Any organisation which has been admitted into the Fund and has members 
who contribute towards their LGPS through the Fund. We currently have over 300 
employers within the Fund.

Unions – Any union which represents members and employers, and who we actively 
recognise and engage with in-order to discuss appropriate matters and opinions.

Stakeholders – Any person who has a vested and legitimate interest in the Fund. This 
is not limited to, but is likely to include: Councillors, MPs, HM Revenue and Customs, the 
Pensions Regulator (tPR), the Pensions Ombudsman (tPO), Money and Pensions Service, 
Scheme Advosiry Board and other such professional agencies.

Press – any journalist, publication both in print and online who has an active and legitimate 
interest in the fund and the activities it carries out.
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Cheshire Pension Fund Communications strategy

Objectives 
When setting our objectives, we have kept members at the forefront of what we do. In late 
2021, we conducted a survey amongst Active members which gave us both qualitative 
and quantitative information, helping us to understand what worked well and areas for 
improvement 

The survey in 2021 told us the following.

Active members want to know more about their LGPS Pension (86%); They do not fully 
understand their Annual Benefit Statement (ABS – estimate of benefits at normal 
retirement age) (64%);

Members underuse our website (only 48% having used it); 

Women are more likely to interact about their pension than men (73%);

Younger generation interaction remains low (9%). 

As a result, the main areas for development were identified as Annual Benefit Statements 
(ABS), Retirement interaction and support, and providing more general support for all 
members but specifically - a younger demographic, and also encouraging more men to 
engage with their pensions.

We will commit to holding regular surveys for all member types, where possible and 
relevant, to inform the work that we undertake.
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Cheshire Pension Fund Communications strategy

Our vision 
Our objectives should always be striving towards the overarching vision that members: 
understand, value, and engage with their LGPS pension, whilst planning their journey to 
retirement. 

Our core communication objectives are: 
l Our communications are always clear and with explainable definitions and terms, we

avoid pension jargon where possible, and plain English is used.
l Our communications are evaluated, and feedback is used to measure their effectiveness.

in-order to provide the service that best supports our members
l To encourage engagement and interest in member’s pensions, we will ensure that the

services we offer are accessible, intuitive, attractive and engaging.
l We will proactively market and promote the member self-serve portal, where possible, in

all our core communications, to encourage members join and use the service.
l We will improve understanding of the Fund and enable members to make informed

choices about their pension.
l We commit to clear and transparent communications of the fund’s investments, including

Responsible Investment (RI).

The objectives within this strategy are to be achieved in the next one to five years (2022-
27), notwithstanding any unforeseen external or internal pressures which render them 
unachievable or delayed. They are dependent upon employer and other stakeholder 
support, as well as member involvement.
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Cheshire Pension Fund Communications strategy

We will aim to achieve our core 
objectives through the following 
delivery vehicles: 
l Regular focus groups (with all member types,

where possible and appropriate).

l Regular webinars for members (delivering
‘focus’ sessions on particular subjects or
‘meeting the expert’ sessions and ask your
most pressing question(s)).

l Regular engagement with employers (at least
one per year), and other stakeholders; where
relevant and appropriate.

l Deliver engaging content, both online and in
person.

l Increase our digital content for members and
employers.

l Provide all member types with effective tools to
understand their pension and the choices available to them.

l Member and employer surveys to measure the satisfaction levels from members.
At least one survey per year and at least one full member survey every 18 months.

l National awards entry and recognition to validate the communications including
independent assessment and measurement of effectiveness of our communications

l Proactive media relations, within the industry, locally and wider afield. Sharing positive
news from within the Fund's activities.

l We will promote Responsible Investment (RI) through a series of informative and
engaging documents. We will also ensure that our content around this subject is easily
available to any Fund member or member of the public.

l Review, and redesign ABS, so that it becomes easier to understand for members and is
then used as a benchmark by peers.

l Providing a communications activities report on the work in the calendar year, and their
successes, which will be part of the Fund’s Annual Report.

l Develop and deploy My Cheshire Pension (MCP) as a primary means of communications
between members and the Fund, the aim is that we encourage members to use this
function first, as it’ll provide the quickest possible way to access their data.

l MCP will evolve each year, based on member use and technological developments.
We will look to improve the communications aspect and ensure that members have a
seamless experience, improving the overall customer experience. Member feedback will
be assessed annually, and actioned, where appropriate, to provide the best possible
user interaction for members.

Coming 

early 

2023
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Cheshire Pension Fund Communications strategy

Communications channels 
Communications channels should be varied with the ability to meet the majority of our 
audiences. Communications channels in the last twenty years have shifted away from 
traditional methods of telephone and letters (via post) to email and online delivery (self-
serve). 

We will continue to offer the following methods, without ruling out the need to add 
additional methods or withdrawing methods that are no longer necessary:

l Website and online services

l Digital delivery via video and webinar functionality

l Self Service (via My Cheshire Pension) – from 2022-23

l Emails

l Telephone service

l Letters delivered via post

l Roadshows/Pensions in Person

l Social Media will be kept under review

The strategy has some very ambitious and stretching objectives. These objectives will 
require a financial and resource commitment in-order to be achieved. Often, they will need 
internal resource to spearhead the communication activity I.e., a Subject Matter Experts 
(SMEs), will need to provide content which will then be turned into engaging communication 
materials.

Some items will be carried out in business-as-usual activity – such as annual reports and 
Annual Benefit Statements, and some will require a defined input in-order to be realised – 
such as a webinar on a set subject or a video on a set subject.

Where possible, the Fund will take the lead for costs and organisation. There will be no 
costs to members for the activities we provide. There will be no additional financial cost to 
employers for this activity. However, it will require some resource support. We will ask that 
employers take responsibility when we provide materials, events and other items that will 
benefit members – such as sharing the materials and ensuring members have access to 
them.

Annex A, the high level communications plan, outlines the objectives or communications, 
and what we believe the key resources required will be (both labour and financial), as well 
as the delivery time frame, and the success measurements.
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Cheshire Pension Fund Communications strategy

Key risks, issues and dependencies 
With any communications activity there will always be a risk that it doesn’t achieve the 
primary aim. We will always be mindful of our audiences and manage risks appropriately 
to best serve our members. 

The key risks identified in this strategy are as follows:

l Members do not want to engage with their pension.

l Subject Matter Experts (SMEs) leave the business and are not replaced in a reasonable
timeframe, leaving communications work exposed to delays.

l Employers do not engage with Fund or are unable to support the work being offered.

l The cost of the work outweighs the benefits by too much.
l Ineffective communications meaning poor value for money in use of public funds

l Internal resource constraints (when required to carry out additional communication work,
alongside business as usual).

l External influences such as Covid-19, geo-political issues, and technology developments.

l Staff turnover.

l Stakeholder pressures.

l Overarching business objectives may need a greater support, i.e., Valuation, McCloud.

Risks are mitigated through a Risks Actions Issues and Decisions (RAID) risk log. A RAID log 
is regularly reviewed and updated to ensure all key areas of risk are properly investigated 
and actioned where appropriate. This allows a full governance of the work being 
undertaken and proposed and keeps an appropriate overview.

Evaluating our work 
Every piece of communications work we carry out, from annual ABS distribution to ad-hoc 
campaigns to lunchtime webinars, will need to be evaluated. This means that we will take 
views from our staff, employers (and their staff), and crucially from members. We will also 
seek other stakeholder feedback where possible and relevant. 

Evaluating our work will also provide key intelligence on what areas we have improved and 
what areas we can then look to further improve. 
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Cheshire Pension Fund Communications strategy

Our commitment  
We will commit to:
l always seeking feedback from an activity, where possible.
l always being transparent with that feedback, where possible, and sharing this on our

website.
l always seeking to improve the services we provide and offer, to members and key

stakeholders.

For every major piece of work we do, as outlined in our objectives, we will commit to 
seeking feedback.

We will not seek feedback on ‘business as usual’ activities. However, we will routinely 
review and recognise where improvements can be made and implement them as soon as 
feasibly possible.

Annual evaluation  
We will commit to proving an annual evaluation review in which we will take stock of 
activities and results. We will look at the overall communications strategy and review what 
has changed and what potentially needs to be added or removed, in-order to provide a 
better service for members.
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HIGH LEVEL COMMUNICATIONS PLAN 

Communication Frequency Objective Delivery 
method 

Timeliness Year Audience Resource 
Cost 

Success measurement 

Webinar Bi-
annually 

To deliver member 
awareness/education 

Online N/A 2022/23 
and 
ongoing 

Active and 
Deferred 
members 

Comms and 
engagement 
(support 
from wider 
team) 

• Event Satisfaction
survey

• Higher levels of
engagement in
subjects

• Baseline tbc in
202/23

Annual Benefit 
Statements 
(ABS) 

Annually Member awareness 
of benefits 

Paper 
(2022) and 
Online 
(2023/24) 

By 31 
August 
annually 

Ongoing Active and 
Deferred 
members 

Team • All delivered by 31
August, annually,

• Baselined in 2022/23
for satisfaction levels

Retirement 
quote 

Ad-hoc Member receives 
retirement benefit 
quote, and 
understands what 
they will receive 

Paper 
(2022/23) 

Online TBC 

As per 
Pensions 
Admin 
Strategy 

Ongoing Active and 
Deferred 
members 

Team • Delivered within PAS
timeline

• Baseline tbc in
2022/23

Email query Ad-hoc Members receive the 
answer to their 
query 

Online As per 
Pensions 
Admin 
Strategy 

Ongoing All members, 
stakeholders, 
external 
parties 

Team • As per Pensions
Admin Strategy

Letter query Ad-hoc Members receive the 
answer to their 
query 

Paper As per 
Pensions 
Admin 
Strategy 

Ongoing All members, 
stakeholders, 
external 
parties 

Team • As per Pensions
Admin Strategy

Pensioner 
Newsletter 

Bi-
annually 
(proposed) 

Pensioners receive 
an update on their 
scheme 

Online Bi-
annually 

2022/23 
and 
ongoing 

Pensioner 
members 

Comms and 
engagement 
(support 
from wider 
team) 

• First edition
delivered by the end
of March

• Second edition by
the end of November

• Baseline satisfaction
survey in 2022/23
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Active 
Newsletter 

Annually Active members are 
provided with the 
latest scheme news 

Online By 31 
August 
annually 

Ongoing Active 
members 

Comms and 
engagement 
(support 
from wider 
team) 

• Delivered by 31
August (online),
annually

• Satisfaction levels
are baselined in
2022/23

P60 Annually Pensioner members 
are provided with 
their P60 details 

Paper By 31 
March 
annually 

Ongoing Pensioner 
members 

Team • Delivered by the end
of April, annually

Pensioner 
Payslips 

3 times 
per year 
plus as hoc 
(when 
pension 
changes 
by more 
than £1) 

Pensioner members 
provided with payslip 

Paper March 
April 
May 

Ongoing Pensioner 
Members 

TSC R&P • All pensioners
receive a payslip in
March, April and
May.
Then ad hoc through
the year if pension
changes by more
than £1

Pension 
Administration 
Strategy 

Ad-hoc Providing employers 
and stakeholders 
with key information 
about how we 
administer the fund 

Online 1 April 
and 1 
October, 
annually 

Ongoing All 
employers 

Team • Reviewed every
twelve months and
date stamped

Employer 
bulletins 

Ad-hoc Providing employers 
with key information, 
news, and actions 
regarding the fund 

Online Ad-hoc Ongoing All 
employers 

Team and 
support 
from 
Comms 
manager 

• Employers
understand and act
on any vital actions
within the bulletin(s)

Employer 
newsletter 

Quarterly Providing employers 
with rounded up 
news, actions and 
updates regarding 
the fund 

Online Once a 
quarter 

2022/23 
and 
ongoing 

All 
employers 

Comms and 
engagement 
(support 
from wider 
team) 

• Every employer
receives a copy

• Satisfaction levels to
be baselined in
2022/23

• ‘Open rate’ to be
baselined using a
professional delivery
(mail chimp/gov
delivery) in 2022/23
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Employer focus 
groups 

Ad-hoc Meeting with 
employers to glean 
intelligence and 
feedback on their 
views, and also, set 
subjects such as ABS 
or new joiners (for 
example) 

Online and 
in person 

Ad-hoc 2022/23 
and 
ongoing 

All 
employers 

Comms and 
Engagement 

• Employers provide
feedback which
feeds into our
delivery and
direction of services
to members and
employers

Pensions 
Consultative 
Forum 

 Every 4 
months 

Meet with a select 
group of employer 
representatives to 
share news and 
updates, as well as 
take feedback 
onboard 

Online (in 
person 
TBD) 

Once a 
quarter 

Ongoing Selected 
employers 

Team • Employers provide
feedback, alongside
our own and
together we work to
ensure that
administration of the
scheme is as efficient
as possible

Annual report 
and accounts 

Annually Providing feedback 
on the years 
activities and 
financial status to all 
interested 
stakeholders 

Online 1 Dec, 
annually 

Ongoing All members, 
stakeholders 
and 
members of 
the public 

Team • Accounts published

Committee 
papers 

Quarterly Providing committee 
with the relevant 
intelligence to make 
informed decisions 

Online and 
paper 

At least 10 
days prior 
to 
meeting 

Ongoing Committee 
members 

Team • Sent at least seven
days prior to each
meeting

Local Pension 
Board 

Quarterly Providing the board 
with relevant 
intelligence to make 
informed decisions 

Online and 
paper 
(where 
required) 

At least 10 
days prior 
to 
meeting 

Ongoing Board 
members 

Team • Sent at least seven
days prior to each
meeting

Employer 
training 

TBC TBC TBC TBC TBC TBC TBC TBC 

Training 
sessions 

Minimum 
3 times a 
year 

Providing our staff 
(and board, 
committee 
members) with the 
appropriate 
education, and 

Online 
where 
possible 

Ad-hoc as 
required 

Ongoing Internal 
staff, board 
and 
committee 
members 

Team • Attendees are aware
of the delivered
messages

• All staff receive
minimum of training
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capabilities required 
to provide a high 
level of service to 
members 

identified as part of 
annual appraisal. 

Exiting the fund Ad-hoc Employers are 
provided with all the 
information they 
need when leaving 
the fund and what 
they need to do 

Online As per 
Pensions 
Admin 
Strategy 

Ongoing Employers Team • Employers exit the
fund promptly

AVC statements Annually Members who pay 
into AVCs are 
provided with an 
annual statement 

N/A 
(beyond 
the funds 
control) 

Annually Ongoing Active 
members 

External • All are sent annually

Annual Comms 
report 

Annually 
(in line 
with the 
overall 
Annual 
Report) 

Members, 
stakeholders and 
members of the 
public are able to 
have an overview of 
the Comms work 
that has taken place 
and the impact of 
that work 

Online Annually 2022/23 
and 
ongoing 

All members, 
stakeholders 
and 
members of 
the public 

Comms and 
Engagement 

• The report is
published and
provides meaningful
information for all
audiences.

Delivering 
engaging 
content 
regularly 

Ad-hoc 
but at 
least three 
times 
annually 

Members 
understand and 
value their Pension 
as part of their 
employee benefits 
package, key 
messages will drive 
this 

Online and 
some 
paper 
based (for 
those 
members 
without 
access to 
computers) 

Ad-hoc 2022/23 
and 
ongoing 

Active, 
Deferred and 
Pensioner 
members 

Comms and 
engagement 

• The information is
well received

• Satisfaction levels
are baselined in
2022/23

Surveys Ad-hoc Members and 
stakeholders’ 
feedback is taken 
into account when 
reviewing work and 

Online Ad-hoc 
(but 
generally 
following 
big pieces 
of work) 

2022/23 
and 
ongoing 

Active, 
Deferred, 
Pensioner 
members, 
and 
stakeholders 

Comms and 
engagement 

• Gleaning intelligence
from those surveyed
as to the work we
carry out and 
whether it is 
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carrying out new 
work 

performing 
appropriately 

• Satisfaction baselines
from 2022/23

Awards entries Ad-hoc Gaining external 
recognition for our 
work 

Online Ad-hoc 2023/24 
and 
onwards 

Internal, 
members, 
and 
stakeholders 

Comms and 
Engagement 

• We are recognised as
a leader in our field

• Our work for
members is
recognised and
rewarded

Meet the 
member 
sessions 

Ad-hoc 
(twice a 
year 
minimum) 

Meeting members to 
talk through their 
queries and help 
them to understand 
their pension 

In person 
and online 

Ad-hoc 2023/24 
and 
ongoing 

Active 
members 

Comms and 
Engagement 
with 
support 
from wider 
team 

• Providing members
with answers to their
pension queries and
helping them
understand and
value their benefits

• Satisfaction levels to
be baselined in
2023/24

Employer 
‘forums’ 

Bi-
annually 

Meeting employers 
to network, deliver 
key messages and 
take questions on 
burning subjects 

In person Every six 
months, 
suggested, 
April and 
October 

2023/24 Employers Comms and 
Engagement 
with 
support 
from wider 
team 

• Employers’
satisfaction levels to
be baselined in
2023/24

• Employer’s value and
feel a part of the
fund’s commitment
to members
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