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Teesside Pensions Fund 
Complaints 

Introduction  

To assist the Board in monitoring administration standards it was agreed to provide an 

overview of any complaints received by KPU from members of the Teesside Pension Board.  

Below is an overview of the complaints received by KPU since 1st January 2018 to 31st March 

2018. 

General Complaints 

Over the 3 month period to 31st March 2018, KPU have received no complaints that required 

additional investigation. A summary of the complaints is shown below: 

Internal Dispute Resolution Procedure (IDRP) 

During the period from 1st January 2018 to 31st March 2018, there has been no IDRP case 

resolved at stage 1 in the administrators favour. 

Pensions Ombudsman 

During the period to 31st March 2018, there were no cases that we know required a ruling 

from the Pensions Ombudsman. 

  



 

 

Common Data 

Member Data Requirements 

Introduction  

The Pensions Regulator is placing greater emphasis on member data and expects Scheme 

Managers, and Pension Boards, to regularly monitor data quality. Where necessary, 

improvement to data quality should be targeted and improvement plans put in place. 

Overview 

The data quality results shown below are based on the Pension Regulators Common Data 

requirements. Common data relates to that data which is common across all schemes (e.g. 

name, date of birth, etc.). 

The results also attempt to record whether the data is consistent with the member record. It 

will look to do this by comparing data to check that it does not imply incorrect information (e.g. 

comparing date of birth to date joined scheme to ensure that member is not too young, or too 

old, for the date held). 

Measurements 

To undertake this common data check, the following checks are made against the information 

held on the pension administration software: 

Data Item Description 

NINo Valid NINo held on record (e.g. not temporary number and 

corresponds with valid format) 

Surname Surname held 

Forename/Initials Preferable to have forenames but initials acceptable 

Sex Corresponds with title 

Title Corresponds with sex 

DoB Present Held on member record 

DoB Consistent Consistent with other info held (e.g. before date joined 

scheme and date left employment). 

Date Joined Scheme Held and consistent with DoB 

Status Valid status  

Last Status Event Consistent data with status (e.g. an active member does not 

has pension details or pensioner does not have relevant 

data view) 

Status Date Corresponds with member data (e.g. data left corresponds 

with deferred/pension data) 

Address Address held and not shown as “gone away”. 

Postcode Postcode held in postcode field (UK addresses only) 



 

 

Results 

A summary of the results for data quality is shown below: 

 
 

 
 

Comments 

Please note the following points which have affected the above data: 

 

National Insurance Number 

Children under 16 are rarely provided with a National Insurance Number from HMRC. A 

temporary number is therefore created until HMRC provide the correct one. These are shown 

as failures even though the correct data is not available. 

For those members who should have a valid National Insurance Number these tend to be 

provided via HMRC. If Kier are providing pension payroll services then they will receive the 

notification, otherwise it will be issued to the relevant force who should provide an update to 

Kier. 

Last Status Event 

Looks to ensure that current status relates to benefits held on member record. 

Status Date 

Current status date matches other information held on the record (e.g. date became deferred 

is one day after date of leaving). 



 

 

Address 

Kier show data on whether an address is held yet we know the member no longer lives there, 

and if no address is held. 

Postcode 

Failures denote where a postcode is not within the specific postcode field.  

 
 



 

 

Customer Satisfaction Survey 
Since December 2016, Kier have included a customer satisfaction survey with the retirement 
options documentation. 

A summary of the main points are as follows: 

Issued Returned % 

6,903 1,222 17.70 
 

Question Average Response 

1.      It was easy to see what 

benefits were available to me 
4.27 

2.      The information provided was 

clear and easy to understand 
4.20 

3.      Overall, the Pensions Unit 

provides a good service 
4.29 

4.      The retirement process is 

straight forward 
4.06 

5.      My query was answered 

promptly 
4.42 

6.      The response I received was 

easy to understand 
4.41 

7.      Do you feel you know enough 

about your employers retirement 

process 

76.90% 

8.      Please provide any reasons for 

your scores (from 18/05/17) 
 

9.      What one thing could improve 

our service 
 

10. Did you know about the 

www.teespen.org.uk website? (from 

18/05/17) 

45.34% 

11. Did you use the website to 

research the retirement process? 

(from 18/05/17) 

25.96% 

12. Have you heard of Member Self 

Service (MSS)? (from 18/05/17) 
16.98% 

 

 
  



 

 

Performance Charts 

 
Overall Demand 
 

 

 



 

 

 
The following charts show performance against individual service level requirements. 

 

 
 

 



 

 

 
 

 
 
 



 

 

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Cases 33 23 29 17 28 31 36 47 18 44 29 23

SLA Days 5 5 5 5 5 5 5 5 5 5 5 5

Average Days 5 5 5 5 5 4 4 4 5 4 5 5
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