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Introduction to Pension Fund Communication

Rhondda Cynon Taf Pension Fund is committed to providing a comprehensive 
communication and information service to participating employers, members and 
prospective members of the Pension Scheme.  A dedicated Communications Team 
deals with all aspects of Scheme communication including administration and 
investments. 

In order to minimise cost and ensure consistent scheme information is issued across 
Wales, the Fund activity contributes to the All Wales Communications Group.  This 
enables the facility to share areas of good practice and produce All Wales member 
literature.  
 
 Services provided by the RCT Fund include:

 Pensions Help Line
Our Help-Desk deals with all pensions related enquiries. Help desk hours are 
from 9am to 5pm Monday to Friday 

 Password Access System
This enables us to provide callers with information over the telephone.

 Website 
The Pension Fund has a comprehensive website, designed in an easy to use 
format making it very accessible to all interested parties. The website address 
is promoted widely and the site contains Fund specific information as well as 
that relating to the Local Government Pension Scheme. There is a facility to 
download forms and documents along with links to other key sites. The site also 
has links to other relevant websites.

http://www.rctpensions.org.uk

Key pension fund governance documents are available on the website.

 E-Mail 
The Pensions Section has a dedicated e-mail address and we have a system in 
place that provides a direct link to and from our members’ records. This facility allows 
us to e-mail information produced by the Pensions Administration Software direct to 
members and employers, resulting in less paper production. 

 Scheme Literature
A comprehensive and up to date range of bilingual Scheme literature is freely 
available to members, non-members and employers. Copies can also be 
downloaded from the Pension Fund website.

http://www.rctpensions.org.uk/


Communicating with Scheme Members

In addition, the following services are provided specifically for Scheme members. 
Wherever possible documents are produced on an All Wales basis in partnership with 
representatives from all of the Welsh Pension Funds.  The Fund is constantly looking 
to improve the way we communicate with members and is moving to more digital 
communication wherever possible.

 Newsletters
A newsletter is distributed to all Scheme members keeping them abreast of any 
topical issues as and when they occur. An annual newsletter is also produced 
specifically for pensioners. These are provided in a back-to-back bilingual 
format.

 My Pension On-Line
We have introduced a secure self-service facility which allows our members to 
view their pension record, update personal details and run estimates of pension 
benefits payable at selected retirement dates.  Pensioner members can view 
payslip and P60 information. The service is also used to issue documents to 
members, for example Annual Benefit Statements and members can upload 
sensitive documents that are required by the Fund. 

 Standards of Service Questionnaire 
This is issued to a cross section of active members and pensioners following 
task completion in order to obtain member feedback. 

 Annual Benefit Statement
Statements are up-loaded to My Pension On-line or forwarded directly to the 
home address of members who are contributing to the Fund at the financial 
year-end. Statements are also issued via My Pension On-line 

 Work Flow 
Written correspondence is logged and scanned to members’ records daily. Time 
taken to respond is monitored and measured against targets, which are reviewed 
regularly.

 Presentations and Road shows
The Communications Team provides these as required. 

 Home Visits
In cases of serious ill health, a representative of the Pension Section will attend a 
home visit in conjunction with relevant Human Resource representatives if 
appropriate.

 Pension Payslips
Only 3 payslips are issued annually to our Pensioners as routine, this ensures that 
members are appropriately informed of pension increase impact and reduces the 
operating costs of 12 monthly notices. (Note: All monthly payment history is 
viewable through the member self-service ‘My Pension On-Line’ facility). 



Communicating with Prospective Scheme Members

 General Welcome
A Scheme Guide is available to potential scheme members which outlines the 
benefits of the LGPS 

 Website
Our website provides prospective members with clear reasons as to why they 
should be in the scheme as well as providing information which allows a 
person to make an informed choice and then signposts how to join the 
scheme.

 Helpdesk
For individuals who choose to withdraw from the scheme, our Helpdesk 
personnel are trained to probe the reasons for withdrawal and they have a 
specific “script” which lists the benefits that the individual may be losing.  This 
is to ensure the person is making an informed decision and is aware of the 
choices available.



Communicating with Scheme Employers

Regular contact is maintained between the Pension Section and the Pension Fund 
employers:

 Contacts Database
A global circulation list is maintained of key e-mail addresses, such as pension 
contacts, finance managers and personnel contacts. This means we can 
communicate with the relevant party quickly and efficiently. For example, we 
use this medium to communicate any issues that are currently under debate. 
This includes changes to the regulations that impact upon the employer and 
their employees.

 Annual General Meeting
An annual meeting is held for employers chaired by the Director of Finance and 
Digital Services, who has delegated operational responsibility for the Pension 
Fund. An Administration and Investment update is provided with guest 
speakers invited to talk about topical issues. Key speakers will/have included 
representatives from the Scheme Actuary, The Pensions Regulator, Investment 
experts or the Ministry of Housing, Communities and Local Government 
(MHCLG). 

 Pension Fund Communication Forum 
Held quarterly, this meeting covers administration and investment issues. The 
Forum includes employee and employer representatives and provides a 
representative link to the Investment and Administration Panel.

 Meetings with Individual Employers
Held on an annual basis for larger employers, these meetings are designed to 
discuss issues relevant to a particular employer such as the performance of 
both the employer and the administering authority.

 Administration Strategy
This strategy has been developed to build on the existing Service Level 
Agreements (SLA) and recognises that both Fund Employers and the Rhondda 
Cynon Taf Pension Fund Administering Authority have a shared role in 
delivering an efficient and effective Pension Fund to the membership.
– Individual employer annual meetings form part of the monitoring process.

 Pension Fund Training
The Pension Section provides standard training workshops and specific 
bespoke training can be arranged via the Senior Team Manager.

Pensions Fund Communications - Contact Details

Helpdesk: 01443 680611

Email: pensions@rctcbc.gov.uk

Website: www.rctpensions.org.uk

Visit: Please telephone or email for an appointment

Write: Pensions Section, Bronwydd House, Porth CF39 9DL


