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AVCS - the |ateSt by Stephanie Gates

Increased Flexibility

In July 1999, the Pension Schemes Office of the Inland
Revenue issued complex new rules to allow more flexi-
bility for the use of AVC funds. Members can now draw
their AVCs separately from their main Fund benefits.
However, this new flexibility is not automatic and will
only be made available to Fund members if the
Trustees agree.

This was discussed at the Trustee meeting in
September last year, following which detailed work to
analyse the advantages and disadvantages of the
various options was carried out and advice sought
from Slaughter & May and Bacon & Woodrow, the
Fund’s legal advisers and actuaries respectively, as
well as Equitable Life. A paper detailing the findings
and making recommendations was produced for the
December Trustee meeting. It was recognised that
the new arrangements would make the AVC scheme
excessively complicated. The recommendation from
UKPD, which the Trustee agreed, was that this
flexibility should not be offered now but the position
should be reviewed if there is evidence of strong
demand from the membership.

Conversion Factors

At the December 1999 Trustee meeting,

Bacon & Woodrow recommended that revised
factors should be implemented for the conversion

of AVCs to additional retirement pension. The
Trustees agreed this proposal at their March meeting
and authorised UKPD to implement the change

FUND

from September. Members
with AVCs will be
contacted with the details
in the next few months.

Update on Equitable

Reports in the Press last
year highlighted an issue
concerning with-profits
policies and the payment of
the final bonus where guaranteed annuity rates
apply. This issue affects Equitable and some other
life insurance companies.

Stephanie Gates

Because of this publicity, Equitable decided to seek
a court judgement to confirm that the approach
they had been adopting was permitted. Bacon &
Woodrow investigated this on behalf of the Trustees
(as the AVC arrangements are legally part of the
Fund) and were satisfied that Fund members are
currently not being adversely affected. In September
1999 the High Court found in favour of Equitable,
stating that the Society had been within its rights to
vary the final pension bonus payment to guaranteed
annuity rate policyholders. However, the matter went
to appeal and on 21 January the Court of Appeal
ruled against Equitable. Equitable then appealed
against the decision and the House of Lords
considered the case on 12 June. The Lords’ verdict
may be available some time in July.

The Trustees will continue to monitor the situation
in consultation with Bacon & Woodrow.

UKPD adopts Total Quality Management

People tend to think of Total Quality Management
(TQM) as being applicable to factory production.
However, it is just as relevant for “service”
departments like UKPD.

As many of you will know, it is all about having a
holistic approach with a systematic, disciplined and
well-thought out set of processes and procedures
which ensure that output is invariably “right first
time”. In the case of UKPD, our service must always
be clear, helpful accurate and timely. You should
be able to rely on us to respond as a matter of
routine within the times we have specified and to

deal with urgent matters at shorter notice where
possible.

There is much to be done before we can fully
achieve this. Our TQM co-ordinator has been
appointed from within the Department. So far we
have identified over sixty relevant development
projects and we must devote part of our scarce
resources to these at the same time as we continue
with our normal tasks. Our aim is ambitious - to be
providing not just a good service but a superb
service by the end of next year.
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Focusing on our customers

Welcome to the Summer 2000 edition of *Your Fund’. The main
focus of this issue is you, the customer, and news of the work we are
currently undertaking to improve our service to you. We have now
reviewed all the responses received from last year’s customer
survey, and have already introduced some new initiatives. Details

of these are given inside the newsletter. Further improvements will
be introduced in the future and we will advise you as and when
these happen.

In response to comments received in the survey, we are currently
drafting a Customer Charter that sets out our service standards.
This will be launched at the end of the summer.

Finally, as usual, we would like to hear your views on this edition of
‘Your Fund’. Please contact Hannah Clarke (Pensions
Communications Manager) with your comments or any items you
would like to see covered in future issues of ‘Your Fund’ by email at
Hannah.Clarke@unilever.com, or by post at UKPD, Unilever
House, PO Box 68, Blackfriars, London EC4P 4BQ.
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The introduction of the Unilever Pension Fund (UPF)
from 1 April 2000 provided the opportunity for a
package of benefit improvements to be

implemented for employee members. An update of
where we are with these improvements is given below.

Clive Pothecary of UK Pensions
Department (UKPD) has provided each
company with an excel spreadsheet to
enable calculations to be made for eligible
members who have requested a quotation.
Once members have confirmed that they
wish to pay for their service credits, the
paperwork is passed to UKPD who check
each case. Deductions from the member’s
pay then begin.

Don’t forget, if you are eligible for

service credits and are interested in this option, all
documentation must be completed by 1 October
2000.

—in the event of the death of a
member, a child pension has always been payable to
an eligible child until they reach 18, or 23 if in full-
time education. The definition of “eligible child” has
been expanded to cover not only the children or

Clive Pothecary

by Clive Pothecary and Stephanie Gates

adopted children of the member but also

grandchildren in the member’s full-time care or

children who live with the member but who “belong”

to the member’s partner (e.g. from a previous

marriage) in the case of children financially
dependent on a member.

In addition, the Rules of the UPF now
allow (at the discretion of the Trustees) a
child pension to continue in respect of a
severely disabled child for the life of the
child, even when that child attains
adulthood. Several members have
advised us of details of their disabled
child which we have added to our
records.

—at the
time of drawing pension benefits from
the Fund, members now have the option of giving up
some of their own pension to increase the pension
payable to their spouse in the event of their death.
The amount payable is subject to certain restrictions
and Inland Revenue limits.

Any member interested in this option should request
a quotation before their date of retirement to allow
sufficient time for details to be provided and for
them to make a decision. So far only one or two
members have made enquiries about this option.

New Trustee Board structure

by Chris Lewin, Head of UK Pensions

The consultation process on the proposal to change
the structure of the Trustee Board has now been
completed and further details are given in the
enclosed “Stop Press” insert.

Under the rules of the old fund, because of the
legislation surrounding the election of Member
Nominated Trustees, we could not change the
structure of the Trustee Board until 2003. However,
there was a feeling that the size of the Board was
too big, given the drop in employee membership.
We also believed that having a pensioner on the
Trustee Board, elected by pensioners, would bring
additional strength to the Board. Setting up the new
fund, the Unilever Pension Fund (UPF), gave us the
opportunity to implement these changes.

By law we were required to ask for the consent of

the members before pro-
ceeding with the changes
to the Trustee Board. This
is why we wrote to you at
the beginning of June,
via Electoral Reform
Ballot Services, enclosing
a booklet setting out the
details of the proposal.
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Chris Lewin

This edition of “Your Fund’ has been printed
on environmentally friendly paper and
distributed to you in recycled envelopes.




by Hannah Clarke

This year’s conference was held at the ICC in
Birmingham, overlooking the canal basin. The
conference centred mainly on the switch from the
USF to the UPF, explaining the rationale behind,
and the benefits arising
from, the change.

Richard Greenhalgh,
Chairman of the Trustee
Board, opened the
conference and welcomed
the delegates, including
the 6 new delegates and

9 pensioner visitors. This
was followed by a
presentation by Jacqui Lait
MP, the Conservative front
bench spokesman for pensions. Jacqui aired her
views on pensions, and outlined the shape of future
Conservative pensions policy.

Richard Greenhalgh

Chris Lewin, Head of UK
Pensions, then updated the
delegates on developments
in the pensions world over
the last year and likely
issues for the future,
particularly the introduc-
tion of stakeholder
pensions and the recently
issued regulations on
pension sharing on
divorce.

Jacqui Lait

Unfortunately Wendy Mayall (Chief Investment
Officer) could not join us this year to present her
investment report, but Philip Lambert, Head of
Unilever Corporate Pensions Division, stepped in
and did a sterling job. We are pleased to report that
the investments continue to perform well. A detailed
review will appear in the

- next issue of ‘Your Fund’.

After tea, Chris Lewin
returned to the floor and
spoke in more detail about
the Actuarial Valuation,
particularly the processes
involved in the valuation.
Chris reminded the con-
ference of the information

Philip Lambert given in the mailshot
® ®
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“Interview with the Actuary” which was sent to all
fund members.

The delegates then split into groups to discuss the
topics raised during the day, after which they took a
well-earned break before gathering for dinner.

The next day started bright and early with Chris
Tripp, Actuarial Manager, and Christine Drury, one
of the Trustees, explaining in detail the constitu-
tional changes that have been made to the fund and
the proposal to alter the structure of the Trustee
Board. The delegates then gathered in their groups
again to consider the changes in more depth. When
the conference reconvened, Kim Northwood,
Benefits Manager, and | gave a short presentation on
customer service (see page 7 for details on our initia-
tives in this area) while the Chairs of the groups
wrote up their reports.

The plenary sessions, when the delegates present
their feedback to the UKPD management team on
the conference so far, are viewed as a useful
opportunity for a good debate on matters
surrounding the UPF, and this year was no
exception. After lunch the management team
responded to the questions raised by the delegates in
the morning session and then the discussion
widened to encompass further questions. Most of the
points raised concerned the outstanding issues
regarding the administration of the service credits
(see the booklet “Changes to the Fund”).

If the proposals to alter the Trustee Board are
accepted, this year’s conference may be the last one
with delegates from 3 areas. There was a slight
feeling that this was the end of an era, mixed with an
air of anticipation as we look forward with
confidence to the future.

STOP PRESS...

Next year’s Delegates’ Conference will take place at
the ICC in Birmingham on 20 and 21 March 2001.
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The world of pensions
never stands still for long
and new legislation which
affects the Fund is
continually being
introduced.

The question of whether
or not part-timers can
claim backdated
membership of pension
schemes continues to be
unresolved. The European
Court of Justice (ECJ)
recently gave a ruling on a
number of part-time cases referred to it by the House
of Lords who were seeking clarification on time
limits applicable to claims for backdating
membership of pension schemes. English law
imposes a 6 month time limit (after leaving service)
for claims to be submitted and says that backdating
of membership cannot extend beyond 2 years. The
ECJ judgement states that the time limit for claims
brought under European law must not be less than
for claims based on domestic law. It also states that
the 2 year time limit is contrary to European law.
However, the court did not suggest what the
appropriate limit should be. The matter is now with
the House of Lords who are expected to rule on
these issues, possibly as early as this July. Once the
full legal position is known the Company will
reconsider its position.

Kim Northwood
keeps you up to
date with current
pensions legislation

In the meantime anyone is entitled to make a claim
if they feel they have a case, but should not assume
that they will gain a result in their favour.

New legislation covering divorce comes into effect
on 1 December. However, this will only affect divorce
proceedings that start after that date. The new rules
permit pension rights to be “shared” in the same way
as other assets, allowing couples to become
financially independent of each other and achieve a
clean break divorce. If a pension scheme is served
with a “pension sharing order” it can either transfer
the spouse’s share out of the scheme or choose to
pay the spouse’s pension from the scheme at the
spouse’s retirement. We shall soon be consulting with
the Trustees about how the UPF will deal with
pension sharing orders, but if you have any queries
in the meantime please contact your personnel

department or UKPD direct.

Stakeholder pensions become available to the public
in April 2001 and you are likely to see them
advertised widely towards the end of this year. They
are designed to be cheap and simple pension
arrangements that will encourage people without any
pension provision to save for their retirement. The
Company is required to offer access to a stakeholder
scheme from October 2001 for all employees not
eligible to join the UPF.

In April the Government published a report called
“Winning the Generation Game — Improving
Opportunities for People aged 50-65”. At the same
time it made Alistair Darling “Cabinet Champion for
Older People”. The report contains a section on
pensions which, among other things, covers the need
to increase understanding of pensions issues and
highlights the cost of providing a decent pension in
retirement. It also suggests that the Inland Revenue’s
ban on taking a pension from a company scheme

whilst still working

for that same

. company be
i reviewed. The aim

would be to allow
people over
50 to work reduced
hours on lower pay
and draw part of
their pension to fill
the gap until
retirement.

The part of the
report which
received most
publicity was the
conclusion that the
minimum age at
which members can
take early retirement

!' Lifi _
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; ' ~ from 50 to 55. The
DI LI RN

suggestion is that this
change should be made between 2010 and 2020.
Even if this recommendation is implemented in its
current form, those currently over the age of 40 will
continue to be able to retire from age 50 on a
reduced pension.




Kim Northwood reviews progress

In UKPD, we are committed to our vision “to provide
a superb service by the end of 2001”. We are also
making sure that, as far as possible, everything we do
encompasses the principles of C H A T - being Clear,
Helpful, Accurate and Timely. Our challenge is to do
all 4 things at the same time, all of the time. This is
not always easy, especially when we are under
pressure to produce results quickly.

C
H
A
T

You may recall from the last issue of ‘Your Fund’ that
our customers gave us a satisfaction rating of 73.2%
when asked “How satisfied are you with the service
from UKPD?”. Not bad, but there is plenty of room
for improvement. The main areas which have been
highlighted for action are:

o Members would like annual benefit statements.

e A UKPD Helpline is needed — people don’t know
how to get in touch with us directly.

e The Intranet site is not widely used. However,
those members who have visited the site liked the
content and found it easy to use.

e Members want us to be more proactive and spend
more time “on site” and available to members for
counselling sessions.

o We are not very good at checking your wider
needs when you approach us with an enquiry.

o We need to provide a quicker response than we
sometimes do at the moment.

So, what are we doing to address some of these issues?

On a general level, we are currently automating
more of our routine processes and are trying to
move towards the sixth strategic thrust: “Simplify —
Do Once”. We hope that this will give us more time
to spend with you on site.

Some of the things we are doing this year to address
the specific areas you have raised are detailed below.

The new computer system! If you have contacted us
lately you will not have received as quick and
efficient a response as you would like. This is mainly
as a result of us getting used to the new system and
the time which has elapsed while a few ‘bugs’ were
resolved. Unfortunately the introduction of the
system has coincided with an increase in our
workload. However, we are getting there, so please
bear with us as we work hard to ensure our normal
standard of service is resumed as soon as possible.

As the starting point in our drive to more
automation, we will shortly begin updating our
system with your payroll data on a monthly basis.
This development is the key to enable us to provide
the services you want. It will also help us with the
production of annual benefit statements. From next
year we will be able to produce the statement more
quickly based on up-to-date pay.

We are currently working on a new design for the
benefit statement. This will include more information
and will take into account what you, the members,
have requested. Unfortunately the new statement will
not be ready this year. However, we will be producing
a different style, plain vanilla-flavoured, statement for
everyone. The Ben and Jerry version will come next
year!

We are reviewing the information we provide to you
when you approach retirement, to make sure you
receive everything needed to help you with your
retirement options.

Finally, work has started on our new internet site
which will be launched in September. Initially this
will only provide general information about the
Fund. However, we hope that early next year you will
be able to access the site in order to view an up-to-
date personal benefit statement (with security
controlled by a personal number).

I’'m sure you’ll agree that all these exciting
developments show that we do listen to what you say.

Simplify — do once!

LL.summer edition
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by Dave Blantern

Some of our key the standard of our training
customers are HR and
Payroll contacts at the
operating companies.

We received 31 replies to the survey, from a mix of
people working at several locations.

These are often the first The respondents were asked to give a rating
people to whom between 1 and 5 on various aspects of our service,
members turn when they with 1 being the lowest and 5 the highest. | am
have a query regarding pleased to report that 94% of the respondents gave
the Fund and are an a rating of 4 or 5 for the standard of our overall
important link between service. Favourable ratings were also given when

Dave Blantern the members and asked if we were friendly, considerate and
ourselves. Therefore, it is knowledgeable.

important they have sufficient pensions knowledge
and the correct tools to carry out their role
successfully. We decided to survey them to find out
their views on:

One area where they were less happy was our
response times, with 39% giving a rating of 3 or
less. Part of this problem is due to the fact that we
are still familiarising ourselves with the new

the service we provide administration system, Profund, whilst at the same
the standard of our pensions communications time receiving an increased volume of queries and

UK Benefits team opens ItS dOOIS by Marie Sutton and Darren Foster, UK Benefits Group

21 different sites attending. Much of the time was
spent understanding where each of us fit in to the
organisation, what we do, how we do it and why we do
it! We also discussed our various strengths and weak-
nesses and suggested areas where we could improve.

At the end of the open days there was a greater
understanding between all of us and we hope this
will help us continue to provide a good level of
service to all members.

The open day team, from left to right: Elisabeth Smith,
Darren Foster, Mandy Harrington, Marie Sutton,
Dave Branch, Kim Northwood and Sarah Barnes

In May, we invited our HR and Payroll contacts to a
number of ‘open days’ at Unilever House. The main
purpose of the open days was to assess the current
level of service provided and compare this with the
level of service expected by our contacts. It was also a
good opportunity to get to know each other and put
a face to the name.

The response was very good, with 41 people from




requests for information.

Our contacts also made several suggestions on how
we could improve our service to them. These
included the publication of an agreed delivery
standard, a UK Benefits Group (UKBG) Pensions
Manual, more user friendly pensions forms and
some way of accessing information on-line, for
example an internet site or a more effective
intranet site.

With regard to communications, 85% found the
benefit quotations we produced were easy to
understand and explain to members. 94% thought
that events such as our Open Days (see page 6)
would be an effective way of improving communica-
tions with the Pensions Department.

Finally, on the subject of training, a disappointing
74% said they had not so far had the opportunity to

visit us for training.
However, those who
had received training
said they found this
very useful in their
day-to-day roles.

Last year we had the
opportunity to go out
on the road to deliver
more benefit-related
training on subjects
such as the calculation
of USF (now UPF)
benefits, Additional
Voluntary Contributions, ill-health and death
benefits. These training sessions were well received
and the survey revealed that the companies would
like to have more of them.

by Hannah Clarke

In her article
reviewing
progress
(page 5), Kim
Northwood
mentions the
customer
satisfaction survey we undertook last year. The results
of the survey gave us an overall satisfaction rating of
73.2% against which we can monitor improvements
to our service in the future. Also, the comments you
made provided valuable feedback on specific areas
for improvement.

One of the main points which came out of the survey
was an overwhelming demand for annual benefit
statements from active members and Kim, in her
article, updates you on the current state of play on the
statements. You also asked for timescales within which
you could expect to receive a reply to your query.

In response to this we are in the process of drafting

a Customer Charter.

The draft charter, which was launched at the
Delegates’ Conference in April, is essentially a

10 point statement clearly setting out our service
standards. At its heart is an undertaking to deal with

all enquiries within 10
working days of receipt.
We are currently in the
process of finalising the
charter, which will be
officially launched at the
end of the summer.

In common with the
operating companies, we
are moving our focus
clearly towards customer
service and have been considering how best to
reconnect with our customers. As part of this drive,

I have been given the additional challenge of
representing you, our customers. | will be monitor-
ing our services to you, identifying potential or
actual problems and pressing for them to be resolved
speedily and to your satisfaction. | will also be
rerunning the survey of members on a regular basis
in the future.

Hannah Clarke



