
  

 

Communications Strategy 
November 2024 

 
Page 1 of 10 

 

 

Communication Strategy 

1. Introduction 

This is the communication strategy of the Nottinghamshire Pension Fund, administered by 
Nottinghamshire County Council (the Administering Authority). 

This statement provides an overview of how the fund will communicate with its customers 
(members and employers) and stakeholders. An effective communication strategy is vital for the 
fund to meet its objective of providing a high quality and consistent service. 

Scheme communications are a critical activity; they are the external face of the fund and provide a 
key link with its customers and stakeholders.  

The fund comprises over 280 scheme employers with active members, and approximately 
170,000 scheme members in relation to the Local Government Pension Scheme (LGPS). 

The Fund continuously looks at ways to improve its communications, and this policy statement will 
be reviewed regularly. 

2. Regulatory framework 

This strategy has been produced in accordance with Regulation 61 of the Local Government 
Pension Scheme Regulations 2013. This regulation requires administering authorities to prepare, 
maintain and publish a written statement setting out its policy for communicating with members, 
their representatives, prospective members, and scheme employers. The statement must set out 
the authority’s policy on providing information and publicity about the scheme. It must set out the 
format, frequency and method for distributing information. It must also set out how the Fund will 
promote the scheme to members, their representatives and scheme employers. It states that: 

 61 (1) An administering authority must prepare, maintain and publish a written statement 
setting out its policy concerning communications with- 

   (a) members; 

   (b) representatives of members; 

   (c) prospective members; and 

   (d) scheme employers 

  (2) The statement must set out its policy on- 

   (a) the provision of information and publicly about the scheme to members, 
representatives of members and scheme employers; 
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   (b) the format, frequency and method of distributing such information or publicity; 
and 

   (c) the promotion of the scheme to prospective members and their employers. 

The strategy must be revised and published by the administering authority following a material 
change in their policy on any matters referred to in paragraph (2). 

3. Minimum standards 

Under the Occupational Pension Schemes (Disclosure of Information Regulation) 1996, 
administrators of the Local Government Pension Scheme (LGPS) must provide the following: 

• A copy of the scheme regulations and any overriding legislation, on request, - either 

through providing a personal copy, a copy for inspection or details of how to obtain a copy; 

members, employers, prospective members, their spouses, beneficiaries and recognised 

trade unions are entitled to this information. 

• Basic information about the scheme must be given automatically to every prospective 

member before starting, or, if this is not practical, within two months of joining. This 

information must be provided on request – unless issued within the previous 12 months – to 

current members, prospective members, spouses, beneficiaries and recognised trade 

unions within two months of receipt of a written request. 

• Details of any material changes to the LGPS notified to all members and beneficiaries 

(except excluded persons, that is, deferred pensioners whose present address is unknown) 

where possible before the change takes effect. Otherwise the change must be notified not 

later than three months after it has taken effect. 

• An annual benefit statement to all active, deferred and pension credit members 

4. Key objectives 

The Nottinghamshire Pension Fund recognises that communicating with scheme stakeholders and 
customers is a critical activity for the fund and has established communication practices. 

The fund has identified the following key objectives of its communication strategy: 

• Provide clear, and timely communication to its customers and stakeholders. 

• Recognise the requirement for different methods of communication for different customers 

and stakeholders. 

• Seek continuous improvement in the way the fund communicates. 

• Inform customers and stake holders to enable them to make the decisions regarding 

pension matters. 

• Inform customers and stakeholders about the management and administration of the fund. 

• Consult major stakeholders about the management and administration of the fund. 
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• Promote the LGPS as an attractive benefit to scheme members and an important tool in 

recruitment to employers. 

• Support employers to enable them to fulfil their responsibility to communicate and share 

information with members in relation to the scheme. 

• Treat information security with importance and in line with the current data protection 

legislation along with the requirements of the Pension Regulator. 

5. Stakeholders of the Fund 

The Strategy outlines the scope of communications and sets out the mechanisms which are to be 
used to meet those communication needs. The Pensions Office will use the most appropriate 
communication medium for the audiences receiving information. This may involve using more than 
one method of communication. 

There are several key stakeholder groups with whom the Pensions Office needs to communicate. 
These are: 

• Active Scheme members 

• Prospective Scheme members 

• Deferred Scheme members 

• Pensioners and dependants 

• Scheme Employers 

• Pension Fund Staff 

• Trustees of the Fund, which includes the Pensions Committee and the Pensions Board 

• External bodies 

6. Active scheme members 

The Pensions Office have a website containing extensive details of the scheme and the Pension 
Fund and from where scheme leaflets, forms and guides may be downloaded. There are links on 
the website to other organisations which are relevant to scheme members, such as contacts for 
Employers, Additional Voluntary Contribution (AVC) Providers and bodies that may provide 
independent help for members. 

Communications with pensioners are being continually developed using the website to 
communicate on pertinent issues, the most current issues relate to such subjects as Finances, 
Pension Regulator initiatives on Pension Scams, and news relating to AVC Provision by the Fund 
providers.  The Pensions Office also liaises with the Fund’s Scheme Employers to ensure that 
member’s information is kept up to date. 

The Pensions Office send benefit statements to all active members on an annual basis, subject to 
the members Scheme Employer providing timely year end information to the Pensions 
Administration Team. The statements are sent as soon as the year end data is reconciled but 
before the 31 August which is the statutory deadline. 
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A dedicated telephone helpline has been established and is widely publicised in the scheme 
literature. 

There are other miscellaneous actions taken for scheme members, such as dealing with specific 
customer complaints and commendations, and using appropriate process in the tracking and 
contacting of deferred beneficiaries. 

7. Prospective scheme members 

As part of the Government’s aim to encourage the public to save for the future, the Pensions 
Office targets prospective members through scheme employers. This is done by ensuring that all 
new appointees receive the scheme booklet and are referred to the Fund’s website for further 
information. 

There are several factsheets on the website that provide more detail on topics such as increasing 
benefits and making nominations. These factsheets can be sent out to individual members and are 
also available to download from the website. 

 The Pension Fund has two Additional Voluntary Contribution (AVC) providers (Prudential and 
Scottish Widows) who provide a choice on AVC benefits. 

8. Deferred members 

A yearly summary of each member’s details held including a current valuation of their deferred 
pension benefits is issued by 31 August each year and sent by post to their home address. This 
also acts as a prompt to notify the fund of any change of circumstances including current 
nominations. Undelivered statements which are returned to the fund allow us to trace missing 
members before their benefits are due for payment. 

Deferred members can contact the fund helpline to discuss any issues or specific points regarding 
membership. The Pensions Office offer information on all aspects of scheme membership and 
benefits for all active, deferred and pensioner members.  

9. Pensioners and dependants 

Pay advice communications are issued in paper copy form 4 times a year, March to June, by the 
Pension Fund Payroll provider, which is the County Council Payroll Service. This coincides with 
the annual pension increase and the annual HMRC tax notification changes. Throughout the rest 
of the year, a pay advice is only sent if the net pension changes by more than £5. Returned pay 
advice alerts the Fund to a change in circumstances, allowing the Fund to trace missing members. 

All new Pensioners are automatically registered for the electronic pay slip account if an email 
address has been provided in their application. Those Pensioners who have registered for an 
electronic pay slip account will receive their pay advice on a monthly basis.  
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Each member also receives a P60 either by post or via their electronic pay slip account by the end 
of May each year.  

There is a dedicated section on the Fund’s website that is available for pensioner members. This 
provides detailed and informative links allowing members to be kept up to date with the latest 
news and changes. There is also a quick link which allows pensioners to contact the Fund using 
an electronic form. 

Pensioners can also send correspondence including changes details, such as address or bank 
details to both the fund and the pension Payroll by e-mail, post or via the electronic forms. 
Pensioners who are currently in receipt of a paper pay advice can request to transition to online 
pay slips using the electronic form. 

10. Scheme employers 

The Pensions Office aims to work in partnership with Scheme Employers to assist them in the 
application of the Scheme. The Pension Fund attends regular quarterly meetings with District 
Councils and arranges meetings with other group Employers when required to pass across 
information and identify and resolve cases. An Administration Strategy is in place with Scheme 
Employers which includes a Service Level Agreement which outlines the requirements of 
employers and the Pensions Administration Team. 

A password protected area on the fund’s website is available for our employers, which provides 
detailed and informative links allowing employers to be kept up to date with latest news and 
changes. Electronic copies of all relevant forms, scheme literature, policies and reports are also 
available to download, along with training documents and tools, plus links to other organisations 
e.g. Local Government Employers. 

Administration forms are available with guidance notes to notify the fund of key events affecting 
pension benefits. 

Annual meetings are arranged inviting employers to enable the fund to update employers on the 
requirements of the year end activities. We currently utilise the website to inform our Scheme 
Employers of their administration responsibilities. This is available on the employer’s part of the 
website. 

The Pensions Office also maintains a list of contacts at employer level to ensure communications 
are targeted to the most appropriate contact within each employer. Contacts are held for the 
following purposes: 

• Administration – general day-to-day scheme administration including membership issues 

• Strategic – employer lead officer for fund and scheme issues 

• Disputes – any issues raised under the Internal Dispute Resolution Procedure 

• Finance – issues relating to costs including the fund valuation 

• Year-end – any issues relating to year-end processing 

The recorded contacts are checked with all employers and refreshed each year. 
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The Pensions Office uses the ‘CIVICA UPM’ database to hold member records. Future 
developments include achieving greater web compatibility and the transmission of data 
electronically. Following the launch of an Employer Portal to a number of employers, a new 
version, known as the ‘Employer Hub’, is in the process of rollout. Initially it will contain the same 
functionality but with an improved look and feel. The new Employer Hub is a signpost to wider 
functionality in the future as we look to extend both the scope and usage across a wider range of 
employers within the Fund. This development will allow employers to have access through the 
internet to the pension records of their employees and will enable employer to undertake a number 
of online actions, plus provide data to the Pension Fund electronically in a secure manner. 

11. Pension fund staff 

The Pensions Office currently ensures that all new staff receive induction and training, so that they 
can undertake their duties and responsibilities effectively. The Pensions Office has Team 
Meetings and Management Team Meetings to discuss issues ranging from planning to 
communications.  

The Pensions website site is also a resource centre for the Administration team as it has links to 
the National website, and all employer /member documents are available on the site.  

12. Trustees of the fund (including Nottinghamshire Pension Fund 
Committee and the Local Pensions Board) 

The Pensions website contains relevant information for Trustees and Scheme Employers with 
regards to information about their respective roles. The development of knowledge and training is 
also provided by the Fund’s Investment and Administration Officers, and this is also supplemented 
by attendance at relevant external training sessions, conferences, and seminars. In addition to the 
Pensions Committee, following the Public Service Pensions Act 2013 a local Pensions Board has 
been set up to support the governance and administration of the Nottinghamshire Pension Fund 
which helps to ensure effective and efficient governance and administration of the Local 
Government Pension Scheme.   

The respective Committee and Pensions Board members are provided with information and 
reports on all relevant pension matters as required. 

13. External bodies 

The Fund communicates with additional external bodies these include: 

The Ministry of Housing, Communities and Local Government (MHCLG) who are the owners of 
the LGPS and are responsible for drafting and laying the LGPS regulations before parliament.  

The Fund also communicates with the Department for Work and Pensions (DWP) and 
communicates in relation to the contracting out details of scheme members and combined pension 
benefit forecasts. 
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The Fund is also represented at the East Midlands Pension Officers Group, which meets quarterly 
to discuss all aspects of the LGPS knowledge sharing and collaborative working are key features 
of this group’s discussion. 

The Pension Administration Manager also attends the Pension Managers Group within the Central 
Pool and supports the Pension Board Chair at various Pension Board Chairs Meetings. 

The Pensions Office is a member of the Pensions Administration Benchmarking Club which is run 
by the Chartered Institute of Public Finance and Accountancy (CIPFA). The Fund provides 
information on membership numbers and administration costs and subsequently benchmark the 
Fund’s costs and service with all members and specified members of the Club. 

The Local Government Pension Scheme Advisory Board is a body set up under section 7 of the 
Public Service Pensions Act 2013 and the Local Government Pension Scheme Regulations 110-
113. The purpose of the Board is to be both reactive and proactive. It seeks to encourage best 
practice, increase transparency, and coordinate technical and standards issues across the Local 
Government Pension Scheme.  

The Local Government Association (LGA) also supports the LGPS through representing 
employers’ interests to Central Government and other bodies on local government pensions 
policy. There is a dedicated who represent local authorities’ interests to Government and provide 
the secretariat service for the Local Government Pension Committee. They also offer training 
events in relation to the LGPS, along with Governance arrangements, including the establishment 
of scheme advisory boards. Finally, the LGA Team produce bulletins for pensions’ practitioners.  

14. His Majesty’s Revenue and Customs 

The Government Actuaries Department works on behalf of the Government to provide actuarial 
skills that help decision makers take account of risk and uncertainty. Their mission is to improve 
the stewardship of Public Sector Finances by supporting effective decision making and robust 
financial reporting through actuarial analysis, modelling, and advice. 

15. Unscheduled communication 

There will be times throughout the year when the Pension fund will be required to communicate 
information to fund stakeholders which is unscheduled and ad hoc. This could include changes to 
LGPS regulations, or other pension information which may have an impact on employers or 
members of the scheme. 

16. Other relevant documentation 

In addition to the communication documents produced by the Fund explaining the benefits of the 
LGPS, for Scheme members and employers the Fund publishes several key documents relating to 
the administration and governance of the Fund. These are as follows:  
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Funding Strategy Statement 

LGPS Regulations require that all Administering Authorities publish a Funding Strategy Statement 
(FSS). The Fund’s FSS sets out our commitment to meeting our liabilities while at the same time 
maintaining stable employer rates. 

Governance Compliance Statement 

LGPS Regulations require all Administering Authorities to publish a Governance Policy Statement. 
The fund’s compliance statement sets out how it delegates its responsibilities including duties and 
terms of reference and stakeholder representation. 

Administration Strategy 

LGPS Regulations require the Administering Authority to have an Administration Strategy which 
details responsibility standards, levels of performance and policies required to deliver statutory 
requirements for the LGPS and comply with requirements of the Pension Regulator. 

17. Information about the Nottinghamshire Pension Fund Committee and 
Local Pensions Board 

The Fund publishes a list of members of the Nottinghamshire Pension Fund Committee and the 
Local Pensions Board including the organisations or groups they represent. This information can 
be accessed by the Fund’s website. Any vacancies on either the board or committee are 
advertised on the Fund’s website. Communication methods aimed at target groups, are also used 
to advertise vacancies. This could include adding notes to pensioner payslips or using mailing lists 
to scheme employers.  

The Terms of Reference for the Committee and Board are published in Nottinghamshire County 
Council’s Constitution, together with agendas, minutes and reports from Committee and Board 
meetings. 

18. Pensions dashboards 

Nottinghamshire Pension Fund is working towards the delivery of the national pension dashboards 
programme. The aim of the dashboards is showing users their pensions information across 
multiple schemes online, securely and in one place. The deadline for public sector schemes 
connecting is 31 October 2025.  

19. Key performance indicators 

The recommendations from the national Good Governance review suggest key performance 
indicators (KPIs) for Funds to monitor. The Fund will monitor any Regulations laid in response to 
the review and put systems in place to collect the relevant data. The proposed KPIs cover: calls 
made to the Fund, services that can be accessed online and their take-up and the number of 
employer engagement events/briefings held. Where any customer satisfaction information 
highlights opportunities for the Fund to improve its communications, we will take it into account as 
we review and refresh this strategy.  
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20. Equality and diversity 

Our communications are tailored to the individual needs of the Fund’s stakeholders. The Fund 
ensures that all communication with members is accurate, clear, concise, relevant and in plain 
English. The Fund will also make every effort to provide communications to our stakeholders in 
their preferred language or format on request. 

21. Freedom of information 

This communication strategy identifies the classes of information that each Fund publishes or 
intends to publish in compliance with the Freedom of Information Act. Anyone has a right under 
the Freedom of Information Act to request any information held by the Fund which is not already 
made available. Requests should be made in writing to the Fund at the address at the end of this 
document. 

A fee may be charged, and the Fund reserves the right to refuse the request if the cost of 
providing the information is disproportionately high; if following prompting the request is unclear; 
and when the requests are vexatious or repeated. 

22. Data protection 

The security of members’ personal data is the Fund’s highest priority. Under General Data 
Protection Regulations, the Fund publishes a Privacy Notice, which outlines for members how 
their data is stored, managed and shared. This notice is kept under review. The Fund has 
processes in place to ensure that personal data is managed securely and has a reporting process 
in place if any data breaches occur. In respect of communication, the Fund does not share 
members’ personal data with third parties for promotional purposes.  

23. Contact us 

Tel: 0115 9772727 Option 3  

Or Email: lgpensions@nottscc.gov.uk 

Or visit our website:  http://www.nottinghamshire.gov.uk/npf 

Or write to us at: 

Nottinghamshire Pension Fund 

Nottinghamshire County Council 

County Hall 

West Bridgford 

Nottingham 

mailto:lgpensions@nottscc.gov.uk
http://www.nottinghamshire.gov.uk/npf
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