
LBHF PENSION BOARD – 7.2.2018 
 

SURREY COUNTY COUNCIL PENSIONS ADMINISTRATION TEAM – 
PERFORMANCE ON LBHF WORK TO 30 SEPTEMBER 2017 (AND 31 DECEMBER 2017 FOR INHERITED HISTORIC CAPITA BACKLOG) 

 
1) Business As Usual Performance 
 

Helpdesk Total Queries Handled First Point Fix 

April 2017 - 465 84% 

May 2017 - 426 83% 

June 2017 - 489 85% 

July 2017 – 498 77% 

August 2017 – 446 77% 

September 2017 – 501 79% 
 

Annual Exercises Target Date Status 

Annual Benefit Statements                                                                                        
Issued to Active members 

31 August each year Achieved 

Annual Benefit Statements                                                                                          
Issued to Deferred members 

31 August each year Achieved 

P60s Issued to Pensioners                                                                                           31 May each year Achieved 

Apply Pensions Increase to Pensioners April each year Achieved 

Pensioners Newsletter April each year Not achieved 
 

Monthly Pensioner Payroll Target Date Status 

Full reconciliation of payroll and ledger report 
provided to Borough 

Last day of month Achieved 

Issue of monthly payslips 3 days before pay day Achieved 

RTI file submitted to HMRC 3 days before pay day Achieved 

BACS File submitted for payment 3 days before pay day Achieved 



 

Description Target 
time 
(wkg 
days) 

Target Actual 
Score Q1 
Apr-Jun 

2017 

Actual 
Score Q2 
Jul-Sep 
2017 

No of 
cases 

finished 
Q1 + Q2 

No of 
cases 
late 

Q1 + Q2 

Death Benefits                                                                               
Write to dependant and provide 
relevant claim form 

5 days 100% 100% 100% 2 0 

Set up any dependants benefits 
and confirm payments due 

10 days 100% 100% 100% 4 0 

Retirements                                                                                      
New retirement benefits 
processed for payment following 
receipt of claim forms  

7 days 100% 90% 92% 64 6 

Deferred retirement benefits 
processed for payment following 
receipt of claim forms 

7 days 100% 88% 90% 53 6 

Refunds of Contributions                                                                                   
Refund paid following receipt of 
claim form  

10 days 100% 92% 90% 58 5 

Deferred Benefits                                                                                      
Statements sent to member 
following receipt of leaver 
notification  

20 days 100% 67% 58% 30 5 

Estimates                                                                              
Early Retirement requests from 
employer 

10 days 100% 81% 80% 26 5 

Projections                                                                              
Requests from employees 

10 days 100% 58% 51% 28 16 

New Joiners                                                                              
New starters processed 

30 days 100% 100% 100% 67 0 



Description Target 
time 
(wkg 
days) 

Target Actual 
Score Q1 
Apr-Jun 

2017 

Actual 
Score Q2 
Jul-Sep 
2017 

No of 
cases 

finished 
Q1 + Q2 

No of 
cases 
late 

Q1 + Q2 

Transfers In                                                                                          
Quote estimate to scheme 
member (includes interfunds) 

20 days 100% 100% 100% 7 0 

Transfers-in payments processed 20 days 100% N/A N/A 0 0 

Transfers Out                                                                                  
Transfers-out quotations 
processed (includes interfunds) 

20 days 100% 82% 89% 20 3 

Transfers out payments processed 20 days 100% 100% 100% 13 0 

 
2) Inherited Capita Backlog Performance to 31 December 2017 (Quarter 3) 
 

Item No. of cases 
inherited from 
Capita 

No. of cases 
completed Q3 
(Q1 in brackets) 

No. of cases 
outstanding Q3 
(Q1 in brackets) 

Comments 

Deferreds not brought 
into payment 

311 (100%) Q3 – 173 (56%) 
Q1 – 154 (50%) 

Q3 – 138 (44%) 
Q1 - 157 (50%) 

138 cases being traced as member 
could not be contacted at their last 
known address. 

Historic leaver queries 576 (100%) * 
 

Q3 – 436 (76%) 
Q1 – 387 (67%) 

Q3 – 140 (24%) 
Q1 - 189 (33%) 

 

*Revised from original 436 cases 

Third Party Hold cases 584 (100%) Q3 – 333 (57%) 
Q1 – 115 (20%) 

Q3 – 251 (43%) 
Q1 - 469 (80%) 

 

 
 

Deferred member 
recalculations 
(pension not due) 

9300 (100%) Q3 – 1974 (21%) 
Q1 – 1862 (20%) 

Q3 – 7326 (79%) 
Q1 - 7438 (80%) 

 

 
 

 


