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2017 Stannah Pension Scheme - Defined
Contribution (‘DC’) Section (the “Scheme”)

Chairman’s Statement
Scheme year-ended 31 December 2019

This statement covers five key areas:

- The investment strategy relating to the Scheme’s default option;
- The processing of Scheme financial transactions;
- Value for Money Assessment;
- Charges and transaction costs within the Scheme; and
- The Trustees’ compliance with the statutory knowledge and understanding requirements.

Annual statement regarding governance

Under legislation set out in Regulation 23 of The Occupational Pension Schemes (Scheme
Administration) Regulations 1996 (the ‘Administration Regulations’), as amended by the Occupational
Pension Schemes (Charges and Governance) Regulations 2015, the Trustees of the 2017 Stannah
Pension Scheme (‘the Scheme’) are required to prepare a statement on governance (‘the Statement’) for
inclusion within the Scheme’s Annual Report.

This document sets out the Statement covering the period 1 January 2019 to 31 December 2019.

Important note regarding the Covid-19 pandemic

This Chairman’s Statement provides disclosures relating to the year to 31 December 2019. It therefore
predates the major falls in global investment markets caused by the Covid-19 pandemic and the
restrictions imposed by governments around the world aimed at combatting its spread.

Apart from triggering sharp falls in share prices, the Covid-19 pandemic has required the Trustees and
their providers to activate business continuity measures since March 2020. I am pleased to confirm that
all of the Scheme’s operations have been maintained successfully while these measures have been
deployed. All monthly contributions due to the Scheme have been paid on time by the Company. The
Trustees have not experienced any service disruption from the Scheme’s administrator or investment
managers. More detailed disclosures on these items will be set out in next year’s Chairman’s Statement.

The default investment arrangement
The Scheme is used by its sponsoring employer as a Qualifying Scheme for auto-enrolment purposes.
Members who join the Scheme and do not choose an investment option are placed into the default
investment arrangement for the Scheme. The Trustees are responsible for the Scheme’s investment
governance, which includes setting and monitoring the investment strategy for the Scheme’s default
arrangement.

The aims of the default investment arrangement are detailed below:

 To generate returns in excess of inflation during the growth phase of the strategy whilst managing
downside risk.

 To provide a strategy that reduces investment risk relative to the benefits members are likely to
take at retirement, as members approach retirement.

 To provide exposure, at retirement, to assets that are broadly appropriate for an individual planning
to purchase an annuity and take a tax-free cash lump sum at retirement.
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The Trustees last completed a full review of the Scheme’s investment options in the 2014/2015 Scheme
year (undertaken under the previous Scheme name of the “2005 Stannah Pension Scheme”), with the
Trustees taking further advice from Mercer and considering various decisions over 2016. Alongside this
review, the Trustee were considering the appointment of Scottish Widows (formerly Zurich) as the new
platform provider. The review concluded on 1 March 2017 with finalisation of the self-select fund range.
The Trustees regularly monitor the performance of the Scheme’s investment options and consider if
changes should be made to the Scheme’s investment strategy.

The Trustees carried out a review of the default strategy and it’s components over the Scheme year, as at
the end of the year the review was still ongoing. The review is expected to conclude in H1 2021 with any
findings or changes to be noted in the Chairman’s Statement for the Scheme year 2020/2021.

Following the review of the Scheme’s investment strategy in Q1 2017 and in consideration of the
Scheme’s demographics and the new pension flexibilities, the Trustees agreed that the Scheme’s default
investment arrangement should continue to be a lifestyle option that targets the purchase of a level (fixed)
annuity at retirement, after taking the maximum tax-free cash available (25%). The Trustees also
confirmed that they retained conviction in the Newton Global Balanced Fund within the growth phase of
the default investment arrangement and self-select range. However, following discussions with their
advisors it was agreed to change the underlying funds used in the protection phase of the default
investment arrangement. The Trustees also agreed to formally name the revised default investment
arrangement as the ‘Annuity Lifestyle Strategy’.

This change was implemented on 1 April 2017 for new contributions and the transfer of accumulated
contributions took place in June 2017 when the transfer of assets to the Scottish Widows platform were
undertaken.  Under the Annuity Lifestyle Strategy, a member’s Personal Account is invested in Newton’s
Global Balanced Fund until 5 years prior to retirement before switching to L&G’s Pre-Retirement Fund
and BlackRock’s Sterling Liquidity Fund.  The table below summarises the approach, although in practice
the switches occur quarterly:

Number of years until
retirement age

Assets in Global
Balanced Fund (%)

Assets in Pre-
Retirement Fund (%)

Assets in Sterling
Liquidity Fund (%)

5 100 0 0
4 80 15 5
3 60 30 10
2 40 45 15
1 20 60 20
0 0 75 25

In order to reflect the new pension flexibilities in the Scheme’s investment arrangements, the Trustees
also agreed to add a new lifestyle strategy targeting full cash withdrawal at retirement as an investment
option for members.  It was agreed that the new option would also have a five year switching period.
Lastly, the Trustees also wished to broaden the self-select fund range by introducing several new funds.

The Trustees are consider whether to add a lifestyle strategy targeting income drawdown at retirement as
part of the ongoing strategy review.

These changes were also made available from April 2017 when the DC section investments moved from
direct holdings in pooled funds to an investment platform provided by Scottish Widows.

The Trustees note that at the time of transition a number of additional ‘technical’ default arrangements
were created as part of the mapping of self-select members to new underlying funds as part of the move
to the investment platform. These are not defaults for the purposes of auto-enrolment and any new
members will not be moved into these funds by default on joining the Scheme.  The Trustees regularly
monitor the performance of these funds on an ongoing basis and reviewed the suitability of the funds as
part of the broader investment strategy review, last completed in Q1 2017. These funds are in scope as
part of the ongoing investment strategy review due to conclude in H2 2020. The funds in question are:

 LGIM Pre-Retirement Fund, as a result of the mapping of members from the Newton Long Term
Gilt Fund
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 BlackRock Sterling Liquidity Fund as a result of the mapping of members from the BNY Mellon
Sterling Liquidity Fund.

Prior to mapping members' investments across to the replacement funds, the Trustees took appropriate
investment advice and considered these funds to be suitable for members in order to keep them in a
similar type of investment fund as they were in previously and taking account of the demographics of the
members invested in the funds.  The Total Expense Ratios (‘TERs’), which is the cost associated with the
managing and operating of the funds, are below the charge cap legislation requirement of 0.75% p.a. that
applies to default investment options..

In accordance with the Administration Regulations, the Trustees of the Scheme have included the latest
copy of the Statement of Investment Principles (‘the SIP’) dated September 2019 prepared for the
Scheme in compliance with Section 35 of the Pensions Act 1995 and Regulation 2/Regulation 2A of the
Occupational Pension Schemes (Investment) Regulations 2005. This can be found towards the end of the
statement as item A, which forms part of this document.

Over the Scheme year, the Trustees and their professional advisers, Mercer Limited, review how the
funds within the Scheme’s default investment arrangement (and self-select fund options) have performed
against the investment managers’ objectives and benchmarks at each Trustees’ meeting (usually twice a
year) via the quarterly investment updates produced by Mercer Workplace Savings (MWS).

Requirements for processing financial transactions

As required by the Administration Regulations, the Trustees must ensure that core financial transactions
are processed promptly and accurately. This includes:

- Investment of contributions paid to the Scheme;
- Transfer of members’ assets into and out of the Scheme;
- Transfers of members’ assets between different investment options available in the Scheme; and
- Payments from the Scheme to, or in respect of, members.

The Schedule of Contributions sets out timescales for the Company to remit monthly contributions to the
Scheme in accordance with legislative requirements. However, agreed practice provides for payment of
contributions in advance of these timescales. The deduction and payment of contributions is reviewed by
the Company.  Once received, contributions are invested in accordance with the timescales set out in the
administration agreement with Scottish Widows, the Scheme Administrators.

The Trustees receive detailed quarterly administration reports produced by Scottish Widows which are
reviewed by the Trustees at each of their meetings and enable the Trustees to monitor that the
requirements for the processing of financial transactions are being met.

The service level agreement (SLA) with Scottish Widows sets out the approach (including timescales)
regarding the transfer of members’ assets into and out of the Scheme, the transfer of members’ assets
between different investment options available in the Scheme and payments from the Scheme to, or in
respect of, members.  The service level standards are reviewed periodically to ensure they remain
appropriate and meet legislative requirements, further detail regarding the service level agreements can
be found in item B towards the end of the statement, which forms part of this document.

Additional disclosures are required in respect of any transactions and benefit processing activity that have
not been completed within the agreed timescales including the cause of the delay, the extent to which
agreed timescales were breached and the proposed remedial measures. The Trustees believe that
performance against core financial transactions were in line with expectations.

It is noted that over the period covered by this statement, the Trustees noted concerns regarding the
performance of Scottish Widows against their SLA 6, the dealing with non-complex general enquiries.  In
order to remedy this a number of calls were held between the Trustees, the MWS team and Scottish
Widows over Q2 2019 to help address the areas of concern.  The Trustees were satisfied that the service
provided had improved over the year.  Despite a number of isolated issues, the Trustees were satisfied
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that these were dealt with quickly by Scottish Widows, and the main concerns previously raised should no
longer be problematic.

In addition to monitoring of the quarterly reporting, the Trustees also monitor the accuracy of the Scheme’s
common and conditional data.  A summary report is received from the Scheme administrator annually. As
a wider review of the Scheme administrator in general, the Trustees receive an assurance report on the
administrator’s internal controls.  The latest report received was for the period to 31 December 2018
(published in March 2019) and noted the Independent Service Auditor’s opinion that, in all material aspects,
its controls were suitably designed and those tested operated effectively.

The Schedule of Contributions sets out timescales for the Company to remit monthly contributions to the
Scheme within statutory timescales. The deduction and payment of contributions is reviewed by the
Company. The Scheme Auditor spot checks that contributions are paid in accordance with the Schedule
of Contributions.

The Trustees are satisfied that over the period covered by this statement:

 the administrator was operating appropriate procedures, checks and control;
 there have been no material administration errors in relation to processing core financial

transactons; and
 all core financial transactions have been processed promptly and accurately during the Scheme

year.

Charges and transaction costs
As required by legislation, the Trustees are required to report on charges and transaction costs for the
investments used by the Scheme and their assessment of the extent to which the charges and costs
represent value for members. The charges and transaction costs have been supplied by Scottish Widows
and have been checked to ensure there is no missing transaction cost data.

The Trustees are required to set out the on-going charges borne by members in this statement, which are
annual fund management charges plus any additional fund expenses, such as custody costs, but excluding
transaction costs; this is also known as the total expense ratio (“TER”). The TER is paid by the members
and is reflected in the unit price of the funds. The stated charges includes administration and investment
costs, since these are met by the members.

The Trustees are also required to separately disclose transaction cost figures that are borne by members.
In the context of this statement, the transaction costs shown are those incurred by the Scheme’s fund
managers to operate the fund and include costs associated with buying and selling assets within investment
funds.

Following the move to the Scottish Widows investment platform (formerly Zurich), the administration
services costs for the Scheme are borne by members. Members pay for administration costs (of 0.13% p.a.
for all funds, except the Scottish Widows BlackRock Sterling Liquidity Fund which carries an administration
cost of 0.07% p.a.) levied by Scottish Widows. These administration services costs reflect competitive terms
as exclusively negotiated through Mercer Workplace Savings when the business was placed with Scottish
Widows on 1 April 2017. As such, given there have been no material changes to the Scheme’s high-level
demographics, we believe that these costs can still be considered to be competitive.

From 1 April 2017, the total member-borne charges, inclusive of the administration charge levied by Scottish
Widows, payable under the default investment arrangement varied between 0.68% p.a. and 0.24% p.a.,
depending on a member’s age relative to their Target Retirement Date. The associated transaction costs
for these arrangements ranged between 0.00% and 0.06%. It should be noted that expenses are a function
of the size of the fund and will change over time.

The following table provides information on the member-borne charges for all investment options available
in the Scheme, together with the administration charge. The constituent funds that make up the default
Lifestyle strategy are marked with an asterisk.
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Fund

Total member
charge including

administration
charge

(TER% p.a.)

Transaction
Costs

(%)

Scottish Widows Artemis Global Capital 1.02 0.42

Scottish Widows Baillie Gifford UK Equity 0.60 0.00

Scottish Widows BlackRock Sterling Liquidity* 0.21 0.01

Scottish Widows Legal & General 30/70 Global Equity
Index Currency Hedged 0.25 0.02

Scottish Widows Legal & General Pre-Retirement* 0.25 0.00

Scottish Widows MFS Meridian Global Equity 0.83 0.03

Scottish Widows Newton Global Balanced* 0.68 0.06

Scottish Widows Newton Global Equity 0.73 0.08

Scottish Widows Schroder Diversified Growth 0.87 0.35

Scottish Widows Standard Life Corporate Bond 0.49 0.04

Scottish Widows Newton UK Equity 0.72 0.06

Source: Scottish Widows. Fees and transaction costs at 17 April 2020, costs to Scheme year end were not available.
Transaction cost totals represent annualised transaction costs incurred by the fund manager within the underlying fund
over the year. Figures do not currently contain the impact of dilution adjustments incurred at the Scottish Widows fund
level when Scottish Widows deals in the underlying funds.
A positive value represents a reduction in performance as a result of the fees. A negative transaction cost represents a
gain from trading over the year but we would not anticipate this gain to be repeated on average.
Fund managers may use different methodologies to calculate their transaction costs; therefore, overall transaction cost
figures may not be directly comparable, or may exclude some elements or breakdowns of the total cost.

Reporting of Costs and Charges
Using the charges and transaction cost data provided by Scottish Widows and in accordance with
regulation 23(1)(ca) of the Administration Regulations, as inserted by the 2018 Regulations, the Trustees
have prepared an illustration detailing the impact of the costs and charges typically paid by a member of
the Scheme on their retirement savings pot. The statutory guidance provided has been considered when
providing these examples.

The below illustration has taken into account the following elements:
• Savings pot size;
• Contributions;
• Real terms investment return gross of costs and charges;
• Adjustment for the effect of costs and charges; and
• Time.

To make this representative of the membership, the Trustees have based this on the average member
age of 44, using a starting pot size of £32,500 and a salary of £31,500 which are both reflective of the
average for the age. It also assumes an overall contribution level of 9% per annum, the default
contribution structure offered by the employer.
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Projected Pot sizes in Today's Money
Default Lifestyle Arrangement-

Most Popular
(Annuity Lifestyle Strategy)

Highest Charge and Investment
Return Expectation

(Artemis Global Equity Fund)

Lowest Charge and Investment
Return Expectation

(BlackRock Sterling Liquidity)

Year
End

Pot Size with
no Charges

Incurred
Pot Size with

Charges Incurred
Pot Size with no

Charges Incurred

Pot Size with
Charges
Incurred

Pot Size with no
Charges Incurred

Pot Size with
Charges
Incurred

1 36,041 35,773 36,423 35,900 34,708 34,631
2 39,655 39,090 40,472 39,358 36,876 36,717
3 43,345 42,451 44,652 42,877 39,003 38,760
4 47,112 45,856 48,966 46,456 41,091 40,761
5 50,958 49,307 53,419 50,098 43,140 42,721
10 71,424 67,262 77,929 69,278 52,830 51,924
15 94,118 86,444 106,648 90,182 61,654 60,213
20 112,374 101,758 140,296 112,965 69,691 67,677
21 114,017 103,262 147,690 117,762 71,210 69,078

Notes:
1. Projected pension pot values are shown in today’s terms, and do not need to be reduced further for

the effect of future inflation. Values shown are estimates and are not guaranteed. The illustrations do
not indicate the likely variance and volatility in the possible outcomes from each fund.

2. The starting pot size is assumed to be £32,500.
3. Contributions of 9% are assumed from age 44 to 65 with no change to real salary (increases in line

with inflation only). Salaries could be expected to increase above inflation to reflect members
becoming more experienced and being promoted. However, the projections assume salaries increase
in line with inflation to allow for prudence in the projected values.

4. Values are estimates and are not guaranteed. The members actual experience will be different.
5. The projected growth rate for each fund (these follow return guidance provided by  Scottish Widows)

are as follows:
A. Default Lifestyle Arrangement: the underlying funds have a range of –1.05% to 2.09%p.a. gross

expected real return relative to inflation
B. Artemis Global Equity Fund (Most Expensive Fund): 3.22% p.a. gross expected real return

relative to inflation
C. BlackRock Sterling Liquidity Fund (Lowest Expected Investment Return):  -1.85% p.a. gross

expected real return relative to inflation
6. The Transaction Costs relate to the actual transaction costs incurred in the Scheme year.

To illustrate the impact of charges over a member’s lifetime in the Scheme, the Trustee has also provided
an illustration for a young member in the Scheme. The Trustee has based this on a starting age of 17,
using a starting pot size of £650 and a salary of £15,000 which are reflective for the age of the member. It
also assumes an overall contribution level of 9% per annum, the default contribution structure offered by
the employer.

Projected Pot sizes in Today's
Money

Default Lifestyle Arrangement-
Most Popular

(Annuity Lifestyle Strategy)

Highest Charge and Investment
Return Expectation

(Artemis Global Equity Fund)

Lowest Charge and Investment
Return Expectation

(BlackRock Sterling Liquidity)

Year
End

Pot Size with
no Charges

Incurred

Pot Size
with

Charges
Incurred

Pot Size with
no Charges

Incurred

Pot Size with
Charges
Incurred

Pot Size with no
Charges
Incurred

Pot Size with
Charges
Incurred

1 2,026 2,011 2,041 2,011 1,976 1,972
2 3,432 3,391 3,476 3,396 3,278 3,267
3 4,866 4,789 4,958 4,806 4,556 4,534
4 6,331 6,205 6,487 6,239 5,810 5,776
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5 7,826 7,641 8,066 7,698 7,041 6,992
10 15,782 15,109 16,755 15,379 12,861 12,702
15 24,605 23,087 26,936 23,750 18,161 17,845
20 34,388 31,610 38,865 32,874 22,988 22,476
25 45,236 40,715 52,842 42,817 27,384 26,647
30 57,264 50,443 69,219 53,655 31,387 30,403
35 70,602 60,835 88,406 65,467 35,033 33,785
40 85,391 71,936 110,889 78,340 38,353 36,831
45 99,943 82,528 137,230 92,370 41,377 39,574
48 102,689 84,637 155,159 101,387 43,060 41,087

Notes:
1. Projected pension pot values are shown in today’s terms, and do not need to be reduced further for

the effect of future inflation. Values shown are estimates and are not guaranteed. The illustrations do
not indicate the likely variance and volatility in the possible outcomes from each fund.

2. The starting pot size is assumed to be £650.
3. Contributions of 9% are assumed from age 17 to 65 with no change to real salary (increases in line

with inflation only). Salaries could be expected to increase above inflation to reflect members
becoming more experienced and being promoted. However, the projections assume salaries increase
in line with inflation to allow for prudence in the projected values.

4. Values are estimates and are not guaranteed
5. The projected growth rate for each fund (these follow return guidance provided by Scottish Widows)

are as follows:
A. Default Lifestyle Arrangement: the underlying funds have a range of –1.05% to 2.09%p.a. gross

expected real return relative to inflation
B. Artemis Global Equity Fund (Most Expensive Fund): 3.22% p.a. gross expected real return

relative to inflation
C. BlackRock Sterling Liquidity Fund (Lowest Expected Investment Return):  -1.85% p.a. gross

expected real return relative to inflation
6. The Transaction Costs relate to the actual transaction costs incurred in the Scheme year.

Value for money

The Trustees have carried out a review, dated 4 March 2020, of the extent to which the fees and charges
represent value for members. The Trustees split the member fee into the investment and administration
elements to check they both represented good value.  In accordance with the Pensions Regulator’s DC
Code of Practice No. 13 (paragraphs 18-41) and with the relevant legislation, they concluded that the
level of charges incurred by Scheme members provides value for money for its members.

Value for members is further augmented by their membership of the Scheme, which was further improved
through the employer matched contribution scheme.  Members also get the benefit of ongoing oversight
and review of the fund range, the efficiency of the administration processes and the Trustees’ and
Company’s governance of the services, and the wide-ranging support and governance of the Scheme
from the Trustees, the Company and the Trustees’ professional advisers.

We note that as part of the value for money assessment it was not possible to provide a meaningful
assessment of transaction costs due to lack of industry standard or suitable comparison data for this
purpose, the Trustee will provide a more thorough assessment of transaction costs once suitable
comparison data is available.  The Trustees view the costs as reasonably reflective of costs expected of
various asset class and markets in which the Scheme invests.

The move to the Scottish Widows platform on the 1 April 2017, for the provision of investment platform
and benefits administration services has further improved the value received by members. This has been
achieved through a number of improvements including:

 A wider fund range offering enhanced choices for members on a range of asset classes;
 More competitive administration pricing for a number of funds and for the Scheme as a whole;
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 Improved member communication and informational materials, including fund brochures, Scheme
website and microsites containing price information, fund factsheets and online modelling tools to
aid members in their investment decisions;

 Access to the Mercer Harmonise Retirement Income Service (“MHRIS”). MHRIS offers access to
a holistic financial planning service at retirement, providing access to competitively priced
retirement products such as annuities, flexible access drawdown, simplified retirement advice and
bespoke financial planning.

Trustee Knowledge and Understanding

In accordance with sections 247 and 248 of the Pensions Act 2004, the Trustees are required to maintain
an appropriate level of knowledge and understanding which enables them to properly exercise their
functions and duties in relation to the Scheme.

The Trustees have measures in place to comply with the legal and regulatory requirements regarding
conversance and knowledge and understanding. Details of how the conversance and knowledge and
understanding requirements have been met during the period covered by this statement are set out
below.

- The Trustees, with the help of their advisers, regularly consider training requirements to identify
any knowledge gaps. The Trustees’ investment advisers proactively raise any changes in
governance requirements and other relevant matters as they become aware of them. The
Trustees’ advisers would typically deliver training on such matters at Trustee meetings if they
were material. The Trustees have undertaken ongoing training, both collectively as a group and
individually to keep abreast of pension legislation and regulations and relevant developments
over the Scheme year. In particular:

o Trustees have undertaken the Regulator’s online trustee training and continue to do so
as new modules are added.

o At the meeting on 27 March 2019, the Trustees received training from their advisors
regarding the requirements for the Trustees to consider financially material and non-
financially material considerations including those around environmental, social and
governance (ESG) factors into the Scheme statement of investment principles.

o At the meeting on 1 October 2019, the Trustees considered a report from their advisers
covering current topical issues for DC schemes including the findings of the CMA
investigation into the pensions consulting industry and the requirement for Trustees to set
their investment advisors “strategic objectives” against which the advisor’s performance
can be measured noting the deadline of 10 December 2019.

- The Trustees have regularly reviewed their training needs to ensure that any new needs that
arise are identified and that a plan is put in place to address them.

- A training log is maintained in line with best practice and the training programme is reviewed
annually to ensure it is up to date.

- The Trustees have policies for appointment of new Trustees and the Chair. These include the
nomination and election processes for MNTs and cover the responsibilities associated with these
including training requirements. There were no new Trustees appointed over the period covered
by this statement. However post the statement period, PAN Trustees UK LLP (represented by Mr
Andrew Firbank) replaced PAN Trustees Limited (represented by Mr Andrew Cheeseman) as the
independent professional trustee to the Scheme.

- The Trustees have confirmed that they have sufficient knowledge and understanding of the
relevant principles relating to the funding and investment of occupational schemes as well as the
laws that govern pensions and trust arrangements.

The Trustees receive professional advice to support them in reviewing the performance of the Scheme
and in governing the Scheme in line with the Trust Deed and Rules. The relevant skills and experience of
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those advisers is a key criterion when evaluating advisor performance or selecting a new adviser. The
Trustees have confirmed that they have sufficient knowledge and understanding of the relevant principles
relating to the funding and investment of occupational schemes as well as the laws that govern pensions
and trust arrangements.

The Trustees have confirmed that they are conversant with, and have a working knowledge of, the
current Statement of Investment Principles. The Trustees also confirm that they have access to and
working knowledge of all relevant Scheme documents, including the Trust Deed and Rules. This has
been achieved on an ongoing basis with preparation for and discussion at Trustee meetings, and input
and training from the Scheme’s lawyers when needed.

Taking into account the knowledge and experience of the Trustees with the specialist advice (both in
writing and whilst attending meetings) received from the appointed professional advisers, the Trustees
believe they are well placed to exercise their functions as Trustees of the Scheme properly and
effectively.

I confirm that the above Statement has been produced by the Trustees to the best of their knowledge.

Signature: …………………………………………………………………………………….

Name: …………………………………………………………………………………….

Position: Chair of Trustees……………………………………………………………….

Date: ……………………………………………………………………………………

Andrew Firbank, on behalf of PAN Trustees UK LLP

24th July 2020
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Item B – Scheme Administrator Service Level Agreements

The Trustee has an administration agreement in place with Scottish Widows through the Mercer
Workplace Savings platform. The administration agreement sets out the service standards expected of
Scottish Widows and if Scottish Widows fall short of these standards then financial penalties are in place
until the situation is rectified.

The expected service standards are:

SLA Description
Target
Service

Level (%)
Description

2 Website
Availability 99.5

Scottish Widows shall ensure that the Website is available
to Users during the hours of 0800 and 1730 on Business
Days.

3 Documentation 97.0

Scottish Widows shall provide electronic access to policy
documentation held within the portal library to members
within two (2) Business Days of receipt of all required new
joiner details submitted in an electronic format from either
the Client or a Member. Hard copies where issued will be
issued within five (5) Business days of receipt of all
required new joiner details submitted in hard copy format.

4 Contribution
Processing 100.0

Subject to the completion of the longest delayed dealing
cycle, Scottish Widows shall process regular contributions
and allocate to Member policies within two (2) Business
Days of receipt of the validated contribution schedule and
reconciled payment.

5 Investment
Transactions 97.0

Scottish Widows shall action investment transaction
(switches, redirections and single contributions where
appropriate) requests from Members or Trustees within
three (3) Business Days from the date of receipt of
complete instructions.

6 General Enquiries 97.0

Scottish Widows shall respond to non-complex general
enquiries from Members (such as valuations, projections,
contribution statements and change of details) within five
(5) Business Days of receipt of the enquiry.

7 Payments Out 97.0

Subject to the completion of the longest delayed dealing
cycle, Scottish Widows shall process payments out within
five (5) Business Days of receipt of the completed payment
authority form and all required documentation from the
authorised party. In respect of payments to Members on
retirement, the period of five (5) Business Days referred to
in this SLA shall commence from the normal retirement
age of the retiring Member.

8 Payments In 97.0

Subject to the completion of the longest delayed dealing
cycle, Scottish Widows shall issue confirmation to
Members or Trustee Clients that transferred assets have
been allocated as at the date of receipt of both payment
and complete documentation within five (5) Business Days
of receipt.

9 Complaints 0.01
Scottish Widows shall ensure that upheld complaints
constitute not more than 1 in every 10,000 (0.01%) lives
within the Mercer Platform book on a monthly basis.

10 Helpline 97.0
Scottish Widows shall answer all calls to the Mercer
helpline during the hours of 0800 and 1730 Monday to
Friday (excluding Bank/Public Holidays.

The administrator has adopted a number of processes to ensure that core transactions are carried out
promptly and accurately. These include:
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• Daily monitoring of bank accounts,
• A dedicated contribution processing team, and
• Two individuals checking all investment and banking transactions.


