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Pension Administration Report – Q3 
This report provides an update on material matters in pensions administration and performance for Q3 up to 31 
December 2025. 

  
1. Introduction 

On 1 June 2025, responsibility for the administration of the Teesside Pension Fund was successfully transferred 
from XPS Group to the Tyne and Wear Pension Fund (TWPF) as part of a shared service agreement. This 
transition, as previously reported, was not without its difficulties. A range of challenges emerged during the 
handover, notably several data-related issues that TWPF is now actively working to resolve. It is acknowledged 
and accepted that some errors may take several months to resolve.  
  
Despite these initial hurdles, the transition has reached a stable phase. All new cases are currently being 
processed under standard business procedures, indicating a return to normal operations. 
  

2. Pensions Processing 
We are still determining the full extent of pension processing while addressing backlog cases, however the 
number of new cases has stabilised in the last quarter. 
  
Appendix 1 provides a detailed report of the cases outstanding at the end of Quarter 3. Please be advised that 
the total number of cases is projected to increase in the next quarter, as we start to process 4,500 historical 
cases requiring benefit calculations to ensure their status is accurately updated. 
  

3. Performance Against Statutory Requirements and Key Performance Indicators  
TWPF measures the performance of the service against the Occupational and Personal Pension Scheme 
(Disclosure of Information) Regulations 2013 (“the Disclosure Regulations”), the national LGPS Scheme 
Advisory Board’s (SAB) Performance Indicators and additional internal performance indicators. 

In respect of performance against disclosure, these are measured against 100%. Compliance with this is not 
always achievable, as there is reliance on employers to provide information and cases can be complex.  

Appendix 2 sets out performance for Q3 (i.e. the period up to 31 December 2025).   

It is a requirement to report the SAB KPIs in the Annual Report and Accounts. Appendix 3 shows performance 
against this set of KPIs up to 31 December 2025. 

 It is important to consider the overall circumstances of the transfer of responsibilities and the progress 
achieved since the start of the contract on 1 June 2025.  It expected that performance will improve as issues 
arising during the transition are resolved.    

4. Online Member Services Registration  
TWPF’s default method of communication is digital, meaning that members will receive documents and 
updates electronically unless they specifically request to continue receiving paper correspondence.  This 
brings significant efficiencies and cost savings.  

Teesside Pension Fund members have been notified of this transition through various communications over the 
past year, ensuring that everyone is aware of the new approach.  

 

 



 

 

The table below displays the number of members registered for online services, showing strong uptake in a 
short period. It is anticipated that these figures will increase further in the coming months as the Annual 
Pensioner Update and Annual Benefit Statements are released. 
 
 

 Active Deferred Pensioner 
 Registered % Registered % Registered % 
30/09/2025 3,796 14% 1,775 9% 870 4% 
22/01/2026 7,064 26% 3,558 18% 6,680 25% 
          

 

5. Service Delivery 
As previously reported, the transition of administration resulted in a significant increase in the volume of calls 
to the Pensions Helpline. During this period, there were weeks when only 40% of calls were successfully 
answered, indicating the heightened demand for support and guidance. 

By December, 79% of calls were answered, showing significant improvement. January saw a slight dip due to 
office closures over Christmas, with increased activity in the first week. The rise in answered calls reflects 
TWPF's ongoing commitment to effective member support. TWPF aims to further raise this figure and 
consistently provide excellent service through the Pensions Helpline. 
 
The table below illustrates the volume of calls received by the Pensions Helpline from 1 June 2025 onwards. As 
backlogs arising from the issues identified during the transition period are cleared, it is anticipated that calls 
will naturally reduce. 

  

  August September October November December January 

All calls to the helpline 9353 8595 7244 8114 4965 7630 

TOTAL calls to helpline (after option 
selection) 

7126 7225 6184 6978 3802 5151 

Average time to answer 00:14:20 07:44 05:52 05:55 03:51 04:47 

Number of calls answered 3801 4983 4609 5014 3101 5151 

Average length of call 00:04:57 05:09 05:27 05:26 05:17 05:37 

Abandoned calls after selection 3325 2242 1575 1964 701 1464 

Maximum delay to answer 01:19:33 54:36 50:49 49:16 40:56 01:35:49 

% of calls answered 51.42% 68.41% 74.12% 71.33% 78.73% 77.62% 

Average abandoned time 04:13 03:14 03:29 02:41 02:45 03:02 

  

 It should be noted that the table above shows calls for both TPF and TWPF. 

  

  



 

 

 

6. Employer Performance 
There is a statutory duty placed on employers to provide information regarding their members. TWPF 
relies heavily on this data to maintain accurate member records, calculate and pay benefits, and 
provide annual benefit statements. As a result, TWPF closely monitors the overall performance of 
employers and keeps track of any outstanding queries. 

 

  
  
TWPF tracks employer 
performance to ensure 
prompt data submission. 
The graph to the left shows 
leavers forms received on 
time versus late during 
December 2025. 
  
  
  
  
  

  
TWPF routinely contacts employers to 
clarify information that has been 
submitted. The graph on the right 
illustrates the number of unresolved 
queries as at December. There are 71 
employers with more than 10% of their 
membership under query, and 26 
employers have queries that are older 
than six months. 
   
    

The Employer Services Team will continue reviewing employers who reach trigger levels. It is 
acknowledged that there is a period of adjustment whilst employers familiarise themselves with new 
working practices. We are monitoring the situation whilst supporting employers. This support includes 
a dedicated employer helpline, training webinars and meetings where necessary. 
 

7. Dashboards 
Pensions Dashboards are a government-led initiative designed to give individuals a secure, online, 
platform to view all their pension information in one place, including LGPS benefits and other pension 
arrangements. The aim is to improve transparency, help members plan for retirement, and reduce the 
risk of lost pensions. For LGPS funds, this requires ensuring data accuracy, compliance with technical 
standards, and integration with the national dashboard infrastructure.  

 

 

 



 

 

TWPF has appointed Civica, our pensions administration software provider, as our Integrated Service 
Provider (ISP). TPF have now proven the ability to connect to the dashboard, and TWPF is carrying out 
the first phase of testing to ensure the data matching criteria works. The date of live launch is yet to be 
announced, although a period of 6 months’ notice is expected.  

High-quality data and robust processes are essential to meet regulatory expectations and deliver a 
reliable service for members. The poor quality of Teesside member data is a notable problem and risk. 
While we have a plan to improve the Teesside member data, this may take a few years before data 
reaches a satisfactory standard. 

8. Added Value 
Although the terms of the contract were agreed upon and outlined during the procurement process, 
since going live on 1st June, TWPF has undertaken - and continues to undertake - a range of additional 
actions and tasks beyond the scope of the contract at no extra cost. Some of these activities relate to 
matters predating the commencement of the contract.  This includes: 

• Putting in place a plan to work with employers to resolve the historical backlog of 
undecided leavers which had built up prior to the commencement of the contract 
(starting with approximately 4,700 cases). 

• Providing membership data to the Teesside Pension Fund’s Actuary in respect of the 2025 
valuation and dealing with resulting queries. 

• Liaising with and providing information to Teesside Pension Fund Officers and the 
Auditors to help prepare and finalise the Annual Report and Accounts for 2024/25.   

• Providing information to assist Teesside Pension Fund to determine and collect unpaid 
amounts from Teesside employers in respect of unfunded compensatory added years and 
strain on the fund payments arising from early retirements. 

• Updating member records to ensure compliance with the McCloud Remedy and in 
readiness for 2026 Annual Benefit Statements. 

• Tidying up employer and member records to ensure members are allocated to the current 
employer and membership is at the correct status.   

• In preparation for the 2026 annual pensions increase award identifying and correcting 
pensions in payment where increases have been incorrectly applied in previous years. 

  

9.Conclusion 

The transition to TWPF administration has been successfully completed with additional tasks 
delivered, exceeding initial expectations.   

It is acknowledged that there has been some short-term disruption to service delivery, but this is very 
much an improving picture.  

As we move beyond the initial transition phase, there are still a number of challenges that need to be 
addressed. Despite this, progress is being made and will continue to be made on an ongoing basis.   

TWPF is already demonstrating added value at no additional addition cost. Over the coming years, we 
firmly believe that Teesside members and employers will see significant benefits from our shared 
administration service. 
 
 
 



 

 

 
Appendix One  

Active Processes at the end of Quarter 3 2025/26  
  

  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 

Appendix Two  



 

 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 



 

 

 Appendix Three  
SAB Administration Key Performance Indicators at 31 December 2025 (Quarter 3)  
Table A – Total number of casework  
  

  
Table B – Time taken to process casework  
  

 
 

 

 


