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Administration of Pensions 

Confidential Agreed Action Plan  
 

 

Finding Recommendation 
Priority 
Rating 

Management Response 
Responsible 

Officer 
Implementation 

Date 

Objective: To ensure that Pension Records and Payments are administered by WUC in compliance with Regulations and best practice and internal 
controls minimise the risk of losses through fraud or errors. 

1. R1: Poor procedures lead to poor administration of the County pension scheme. 

1.3a Reconciliation of transfer 
monies – procedures are not 
fully documented. 

I recommend that the 
procedures for the reconciliation 
of pension fund transfer monies 
into the WPF (Transfers In) are 
documented. 

3 A procedure is now documented 
for reconciling Transfers In 
(account code 729110-111). 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

Completed 

SWAP Ref: 27413 

1.4a Payment transfer 
procedures – guidance notes 
require further updating. 

I recommend that the guidance 
notes for Pensions Benefits 
Team Officers to use for pension 
payment transfers should be 
further updated and aligned to 
the current work flow processes. 

3 Procedures and workflow have 
now been updated for both 
Transfers In and Transfer Out. 
The workflows are accessible via 
the procedures matrix and the 
procedures will be added shortly 
(when the matrix is available for 
Managers to update.) 

Catherine Dix, 
Strategic 
Pension 
Manager 

 
 

30 June 2015 

SWAP Ref: 27414 

1.7a Workflow Procedures – 
procedure notes need further 
updating. 

I recommend that the procedure 
notes for the Altair pensions 
system and work-flow processes 
should be further reviewed and 
updated.  

3 The procedures continue to be 
reviewed as part of the 
development of our GMP project 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

30 September 
2015 
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SWAP Ref: 27417 which is reviewing all related 
issues within the team. 

There are no significant findings to report 

2. R2: Inaccurate service records cause incorrect payments of benefits resulting in financial loss. 

2.1a GMP Procedures – 
processes are not fully covered 
by procedure notes. 

I recommend that the workflow 
processes should be further 
supported by procedure notes to 
explain the processes for GMP to 
officers and ensure consistent 
application. 

3 The procedures continue to be 
reviewed as part of the 
development of our GMP project 
which is reviewing all related 
issues within the team. 

 

 

 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

30 September 
2015 

SWAP Ref: 27418 

2.3a Reconciliations (Altair - SAP) 
– monthly reconciliations were 
not always performed on a 
timely basis. 

I recommend that monthly 
reconciliations should be 
performed by WPF on a timely 
basis to affirm the value paid by 
SAP Payroll matches the value 
expected to be paid from 
pension records held in Altair. 
The reconciliation process 
should be supported by 
adequately documented 
procedure notes.   

3 

 

Reconciliations are always 
completed for new 
pensioner/new dependents 
although two months are 
sometimes completed together. 
All issues arising are reviewed by 
the Strategic Pension Manager 
and Benefits Manager to take 
any necessary action. In terms of 
the other accounting 
reconciliations the Pension Fund 
Accountant reviews these and 
are re-saves the file as 
authorised. 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

Completed 

SWAP Ref: 27500 
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2.4a Reconciliation Checklist – 
regular completion needs to be 
monitored. 

I recommend that a checklist of 
all Pensions reconciliations 
should be designed and used to 
ensure they are performed at 
scheduled times and reviewed 
on a timely basis.   

3 Managers acknowledge this 
recommendation and are 
currently working on putting a 
checklist in place. 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

30 June 2015 

SWAP Ref: 27501 

There are no significant findings to report 

3. R3: Payments are not made promptly and customer service is poor. 

3.5a Payroll and Pensions 
Meetings – action plans require 
improvement. 

I recommend that Payroll and 
Pensions operational meeting 
notes are made more detailed, 
better define the actions to be 
taken and specify the person(s) 
responsible for taking action and 
record the timescale for 
implementation. 

3 The quarterly payroll/pension 
meetings have only recently 
been recommenced due to 
changes in staff.  They provide an 
opportunity to build 
relationships and have a face to 
face meeting to discuss any 
issues.  There are currently no 
major issues but notes of the 
meetings are kept. 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

Completed 

SWAP Ref: 27514 

3.5b Service Complaints – 
recording and investigation 
needs improvement. 

I recommend that Payroll and 
Pensions capture complaints in 
more detail about service 
provision issues so that these 
can be investigated and acted 
upon if necessary to improve the 
service to customers.  

3 All specific complaints are 
investigated so corrective action 
can be taken immediately to 
address any issues. The 
complaints referred to at the 
Payroll/Pensions meeting 
couldn’t be specifically identified 

Catherine Dix, 
Strategic 
Pension 
Manager 
 

30 June 2015 
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SWAP Ref: 27515 to allow further investigation. 
Moving forward it’s agreed that 
any complaints made either to 
payroll or pensions will be 
captured in sufficient detail to 
feed back to the relevant team. 

3.6a Performance Measurement 
– WPF does not publish results. 

I recommend that the WPF 
develops an updated set of 
performance measures and 
publishes the results on a regular 
basis. 

3 KPIs are currently being 
developed within the Pension 
section.  The intention is that we 
have KPIs that will assist 
management performance 
reporting but also provide a basis 
for reporting to the Wiltshire 
Pension Fund Committee and to 
be disclosed in the Annual 
Report. 

 

This is also being developed 
alongside an update of the 
Fund’s Administration Strategy. 

David 
Anthony, Head 
of Pensions  
 

30 September 
2015 

SWAP Ref: 27516 

There are no significant findings to report 


