
Surrey Fire

Performance Delivery Report
Quarter ending 30 September 2024

P
age 29

Item
 7



Highlights

Headlines

Scheme Events and Projects

Errors and Complaints

Member Experience

Membership

Data Quality

Regulations and Guidance

Appendix 1 & 2 – SLAs

Appendix 3 – Administration Team

3
4

5-6
7
8
9

10-11
12-13
14-15

16

Contents

Items requiring a decision or attention are marked in the report with this logo  

P
age 30



Highlights

3

Membership numbers Service levels

P
age 31



Members
– Metrics and items to note
– Overall membership has been relatively static the past couple of quarters

Scheme and Legislative
– Scheme specific items
– XPS continue to undertake weekly ABS-RSS process runs and will email members once 

their statement is ready.
– XPS have contacted all members at Station Manager and above to inform them we are 

processing PSS’s and will confirm if they have breached or not when calculations are 
complete

– Both statements require relevant data (year end, McCloud, and GAD contributions) to be 
produced

Performance
– This quarter has seen a slight reduction in overall SLA score

Key items

– SLA: 62%
– Total membership is 

1,936 members

Headlines

4
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McCloud – BAU Lump Sum Payments
Lump Sum payments made compared to Date of Retirement

All XPS Fire and Police clients

Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24
On DoR 52.48% 46.11% 26.47% 40.31% 36.36% 36.61% 37.95% 27.18% 26.86% 34.83% 48.00% 57.51% 63.68% 63.32% 77.60%
< 7 days 30.69% 32.34% 25.63% 27.04% 32.09% 33.93% 35.54% 32.31% 32.23% 28.09% 27.00% 21.46% 20.53% 25.61% 18.58%
7+ Days 16.83% 21.56% 47.90% 32.65% 31.55% 29.46% 26.51% 40.51% 40.91% 37.08% 25.00% 21.03% 15.79% 11.07% 3.83%
Cases 202 167 238 196 187 224 166 195 242 178 200 233 190 289 183

Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24
On DoR - - 33.33% - 0.00% 0.00% - 0.00% - 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
< 7 days - - 33.33% - - 0.00% - 33.33% - 0.00% 100.00% 60.00% 100.00% 25.00% 0.00%
7+ Days - - 33.33% - 100.00% 100.00% - 66.67% - 100.00% 0.00% 40.00% 0.00% 75.00% 0.00%
Cases 0 0 3 0 1 1 0 3 0 2 2 5 2 4 0
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McCloud – ABS-RSS Issuance
ABS’s Issued at 31st August 2024

Total ABS's Due
Client Due Produced % TOTAL Produced % RSS Produced RSS % Roll-Back Produced TOTAL ABS Produced % Total ABS Produced %
Surrey Fire 607 0 0.00% 0 0 0.00% 0 0.00% 0 279 0 0.00% 328 0 0.00%

Expected RSS/Roll Back Expected Pst 2012 members) Expected CARE only
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Errors and complaints
TotalCompleted 

cases
Live casesComplaint type

110Buy additional pension/AVC

000Dispute

110Divorce/PSO

000Errors

000General information

000Ill Health

000MSS

220Pension benefits

000Pension contributions

000Pension payments

000Refund

000Retirement date

660Retirement options

000RSS

000Spouse/dependant’s pension

000Tax

000Transfers

000Other/unknown

10100Total

CommentDate completedDate receivedIDRP Description
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Member engagement – myownpension
The tables below provides information on the number of Cleveland Fire members who have registered for the online member self-
service portal.  There is also then a table to put your member take up into context with the average across the Fire schemes which 
we administer as well as an age profile. 

%age 
uptakeTotalNot RegisteredRegisteredQ2 2023/2024

52.52%535281254Actives

39.06%256100156Deferred

35.86%831298533Pensioners

12.74%15720137Widows/Dependants

39.29%1,7796991,080Total

% UptakeTotalRegisteredNot RegisteredAll Blue Light

60.93%78,81748,02530,792Active

35.18%23,4568,25115,205Deferred

37.66%89,12533,56455,561Pensioner

6.30%15,31896514,353Widow/Dep

43.93%206,71690,805115,911

RegisteredNot RegisteredAge Group

0.00%100.00%Under 22

18.52%81.48%Aged 23-25

41.27%58.73%Aged 26-30

35.44%64.56%Aged 31-35

40.58%59.42%Aged 36-40

67.11%32.89%Aged 41-45

61.62%38.38%Aged 46-50

77.63%22.37%Aged 51-55

62.07%37.93%Aged 56-60

57.14%42.86%Aged 61-65

33.33%66.67%Aged 65+
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Membership
Period Ending 

31/12/2023
Period Ending 

31/03/2024
Period Ending 

30/06/2024
Period Ending 

30/09/2024Membership

Active Members
616609616608Total at period start

42000New Starters

9952New Leavers

2436Retirements

0000Death

609616608600Total at period End

Deferred Members
293296303304Total at period start

3722New Deferred

0000New Leavers

0011Retirements

0000Death

296303304305Total at period End

Pensioner Members
1,0021,0071,0131,018Total at period start

78817New Retirements

3003New Dependents

0013Notified (need further details)

5224Death/cessation

1,0071,0131,0181,031Total at period End

1,9121,9321,9301,936Total membership at period end
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Data Quality
Common Data

Pass RateMembers FailedMembers testedMember records

97.6%4922,5193,011
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Data Quality
Scheme Specific Data - Fire Scheme Specific Data Quality | Overall Summary

Pass RateMembers FailedMembers testedMember records

62.98%1,4742,3733,847
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JULY 2024
LGA issued Bulletin 83
Bulletin 83 covered many topics with the following actions arising, see 
below:-
FRA’ actions:
• To liaise with their administrators on the production of ABS and ABS/RSS 

statements. 
• Contingent Decisions, to ensure that they have read the updated 

guidance and are signposting members to the revised member 
guidance and to communicate with any individuals who are affected by 
this change in position.

• Matthews GAD calculator - to review the GAD update, collect, and 
format this information, ensuring the most up to date version of the 
calculator is being used.

• Matthews – to be aware of the coding requirements needed for 
accounting/valuation purposes for the Home Office and GAD.

• Matthews – to familiarise themselves with the statutory deadlines, to 
ensure that where possible they are adhered to

Further information and updates can be found in all bulletins, FRA’s are 
advised to read the bulletins as they may also include actions for Finance 
Teams and Local Pension Boards

AUGUST 2024
LGA issued Bulletin 84
Bulletin 84 covered many topics with the following actions arising, see 
below:-
FRA Actions
• Firefighters Pension Scheme Valuation 2024 - GAD data request, to 

ensure high quality, timely data is shared with the administrator.
• Age Discrimination Remedy – to familiarise themselves with the ABS-RSS 

statutory deadlines.
• Age Discrimination Remedy – Treasury Directions (tax relief on 

contributions for active members) inform the LGA should they have any 
objections to the recommendations set out in the scheme manager 
paper.

• Firefighters’ Pensions: DELTA returns – collection of data to ensure that 
they have prepared the information, the deadline for submission of both 
requests is 17:00 on Wednesday 18 September 2024

Regulations and Guidance
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SEPTEMBER 2024
LGA issued Bulletin 85
Bulletin 85 covered many topics with the following actions arising, see 
below:-
FRA Actions
• Firefighters' Pensions - McCloud compensation arrangement claims for 

Q2 FY24/25, to prepare themselves to submit their compensation data 
by 31 October 2024

• Matthews – Project implementation data request: to complete and return 
the template.

• Local Pension Board – Knowledge and Understanding: are asked to 
make their LPB members aware of the new content of the training 
section of the FPS Board website.

• Pensions Dashboards: should familiarise themselves with the guidance 
and to their duties.

• Local Pension Dashboard Training: are asked to make their LPB members 
aware of the training sessions and encourage them to book onto a 
session

Regulations and Guidance
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Appendix 1 - Service Level Reports
The table below shows our performance against the Service Level Agreement during the reporting period. 

%age within 
target

Cases 
completed 
outside target

Cases 
completed 
within target

Cases 
completedMembership

75%51520October

83%156November

75%268December

76%82634Quarter 3 2023/24

60%101525January

36%231336February

71%122941March

56%4557102Quarter 4 2023/24

79%94358452Year - Total

75%164864April

39%191231May

61%111728June

63%4677123Quarter 1 2024/25

64%132336July

57%131730August

66%101929September

62%365995Quarter 2 2024/25
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Appendix 1 - Service Level Reports
Completed cases per month 

Sep-24Aug-24Jul-24Q2

%ageWithin 
targetCases%ageWithin 

targetCases%ageWithin 
targetCasesMinimum 

TargetDaysService

---------95%5Death in Service

1003366.6723---95%5Death of pensioner

00100700395%10Deferred Benefits

002------95%30Divorce case

251433.3313402595%10Estimates

83.33567071064.29914100%10General

---10011---95%10New entrants

---------95%10Refunds

10033100111005595%5Retirements – actual

804510022501295%10Retirement options

---10011---95%10TV-in calc

---------90%10TV-in payment rec’d

001------95%10TV-out calc

---------95%10TV-out payment

75341002285.716795%10Variations
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Appendix 2 – Administration Team
Key contacts

Sharon.Stoker@xpsgroup.com
01642 030669

Client Relationship ManagerSharon Stoker

Other contacts
Selina.Ahmed@xpsgroup.com
01642 030709

Administration ManagerSelina Ahmed
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Contact us
xpsgroup.com

PortsmouthMiddlesbroughLeedsChelmsfordBelfast
02394 311 166t0164 272 7331t0113 244 0200t01245 673 500t028 9032 8282t

One Port Way
Port Solent
Portsmouth
PO6 4TY

Second Floor
Centre Square
Middlesbrough
TS1 2BF

1 City Square
Leeds
LS1 2ES

Priory Place
New London Road
Chelmsford
CM2 0PP

1st Floor – Flax House
83–91 Adelaide Street
Belfast
BT2 8FE

ReadingNewcastleLondonEdinburghBirmingham
0118 918 5000t0191 341 0660T020 3967 3895t0131 370 2600t0121 752 6610t

Phoenix House
1 Station Hill
Reading
RG1 1NB

4th Floor
Wellbar Central Gallowgate
Newcastle
NE1 4TD

11 Strand
London
WC2N 5HR

3rd Floor West Wing
40 Torphichen Street
Edinburgh
EH3 8JB

1 Colmore Row
Birmingham
B3 2BJ

StirlingPerthManchesterGuildfordBristol
01786 237 042t01738 503 400t0161 393 6860t01483 330 100t0117 202 0400t

Scotia House
Castle Business Park
Stirling
FK9 4TZ

Saltire House
3 Whitefriars Crescent
Perth
PH2 0PA

Chancery Place
50 Brown Street
Manchester
M2 2JG

Tempus Court
Onslow Street
Guildford
GU1 4SS

10 Victoria Street
Bristol
BS1 6BN

© XPS Pensions Group 2024. XPS Pensions Consulting Limited, Registered No. 2459442. XPS Investment Limited, Registered No. 6242672. XPS Pensions Limited, Registered No. 3842603. XPS Administration Limited, Registered No. 9428346. XPS Pensions (RL) Limited, Registered No. 
5817049. XPS Pensions (Trigon) Limited, Registered No. 12085392. Penfida Limited, Registered No. 08020393. All registered at: Phoenix House, 1 Station Hill, Reading, RG1 1NB.

XPS Investment Limited is authorised and regulated by the Financial Conduct Authority for investment and general insurance business (FCA Register No. 528774).

This communication is based on our understanding of the position as at the date shown. It should not be relied upon for detailed advice or taken as an authoritative statement of the law.
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