
 

 

 

 

Local Government AVC Forum with M&G 

18th May 2022 

 

Introduction 

Thank you for attending the Forum last week. As promised, a summary of the slides and main messages 
has been provided.   

I expect to run another of these Forum in November this year in order to ensure regular communication 
and engagement.  

This summary is intended to provide Pension Fund officers with an Aide Memoire of the comments made 
in the Forum. It should not be used with scheme members. 

If you have any questions, please contact the Corporate Pensions Client Management Team on 
corporate.pension.enquiries@prudential.co.uk 

 

Yours sincerely 

 

 

Alastair Hogg 

Head of Corporate Pensions 
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Service Performance 

 

 

 

 

 

 

 

 

 

Key Points 

 Service is measured on an “end to end” Customer Journey basis meaning that the 
piece of work is only closed when the whole transaction has been completed.   

 Following the poor performance of service in 2021, improvements to processes 
were introduced in 2022, the performance of service and administration has 
significantly improved. From an oversight perspective, it is expected that 95% of 
work will be in the Upper and Lower categories.  

 Focus continues on maintaining service and improving quality of delivery.  



Voice Performance 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Key Points 

 M&G’s voice teams have provided a stable service since the beginning of the year 
and indeed through much of 2022. Programme of activity underway to enhance 
customer experience when customers call  

 An increase in call volumes in March and early April caused by Tax Year end meant 
that waiting times increased but not above the key measures. 



Scheme Revisions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Key Points 

 The full scheme revision process which leads to the production of full Statement 
of Accounts and Annual Benefit statements, takes a number of months to 
complete.  

 Final data and contributions can be received anywhere up to (and occasionally 
beyond) 22nd April.  

 M&G is conscious of the need for Councils to include pension fund information in 
their draft accounts by 31st May.  

 The full  AVC statement of accounts cannot be made ready by 31st May.   
 According to the LGPS Regulations 2016 Section 4 (1)(b), because AVCs are 

invested separately from the Pension Fund, they are not included in the accounts.  
 In order to assist Councils, M&G is proposing to offer a “snapshot” of the AVC 

scheme funds under management at a specific date – 31st March – in order to 
give a reasonable indication of the funds but noting that the snapshot is not a 
reconciled and audited figure and is therefore subject to adjustment when the 
checked Statement of Accounts is provided to the scheme. 



Contribution Processing – Project Advance 

 

 

Key Points 

 This work is to introduce straight through processing of member contributions, 
removing the need for manual intervention or processing.  

 Payrolls will be asked to upload data through M&G’s secure portal and to observe 
file naming conventions 

 M&G will contact payrolls to assist them through this process and provide support 
where required 



 

 

 

 

Key Points: 

 There are two main M&G websites available for LGPS members. On the left is the 
information and online joining page. This page receives c6,000 hits a month.  

 The other site is MyPru which allows scheme members to manage their savings for 
example by changing their investments or opting to increase their contributions.  

 Members can also access their Annual Benefit Statements 
 M&G can provide you with material to help encourage members to register for 

MyPru.  The registration web address is pru.co.uk/registernow 

Pension Fund Administration Requests: 

A request was made for there to be a simplified method of uploading administration 
requests from pension funds.  M&G is investigating how this process might be improved.   
In the interim, a revised on line form has been created which will provide a better 
experience for administrators. The form is available using the link below: 

https://www.mandg.com/dam/pru/shared/documents/en/lavf10048.pdf 

 



Technical Update 

 

 

 

 

 

 

 



Technical Update  
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