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Dear Colleague 

Public Service Pensions – July 2025 Update 

Please note the following updates in relation to public service pensions (particularly civil 
service pensions). 

Scheme administration 

The NAO’s report on its investigation into the administration of the civil service pension 
scheme was published on 16 June: 

Investigation into the administration of the Civil Service Pension Scheme - NAO report 

The investigation covered Cabinet Office oversight of the scheme and customer service 
levels; not MyCSP’s overall performance or value for money. 

The main findings were: 

On Cabinet Office oversight: 

• Cabinet Office is largely reliant on self-reported data from MyCSP for its oversight 
of scheme performance. 

• The current contract has 70 performance measures, 15 of which are key service 
levels that can attract a financial penalty if there is a failure to deliver. But penalties 
have hardly ever been paid (two across the entire contract). 

• The Cabinet Office introduced “golden” KPIs in 2021 that they felt were a more 
useful measure of member experiences (but they are non-contractual and so do 
not attract financial penalties). 

On customer service levels: 

• MyCSP reported meeting at least 87% of its 15 key service levels every month. 

• The contact centre has been below expected performance levels for at least two 
years (an *average* of 24 minutes to answer calls in November 2024, 30% call 
abandonment rate). But these are not key service levels attracting penalties. 

• There was a 43% increase in complaints (but the NAO did not indicate what a 
reasonable baseline to assess number of complaints might be). 

https://www.nao.org.uk/reports/investigation-into-the-administration-of-the-civil-service-pension-scheme/
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Following on from the NAO report, the Public Accounts Committee held a hearing with civil 
service and MyCSP officials on 7 July. A transcript of the hearing is available from:  

7 July 2025 - Civil service pensions - Oral evidence - Committees - UK Parliament  

Some key points from the evidence were: 

• Complaints have increased so much because (1) increased complexity (eg 
McCloud) (2) increased volume (more members, more retirements) (3) performance 
issues (4) increased staff turnover (due to loss of contract). 

• New contract gives Cabinet Office access to a “live data lake” (which presumably 
helps with the issue of relying on the administrator to self-report issues with 
performance). 

• Re the transition to Capita: “Of the 12 transition milestones that we have to the new 
contract, eight are currently due.” “…the fact that we are so behind on a number of 
these deliverables does give us quite significant cause for concern.” 

• “Secondly, we do need to have a go/no-go moment, and we are going to do that in 
September based on a reset plan that we are working on to be much more realistic 
with the milestones that are remaining.” 

The evidence also covered a couple of specific points that will be particularly interesting to 
members of the Executive. 

There was a fairly insubstantial exchange about the consideration of bringing this work 
back in-house (“we will always look at insourcing” “it tends to be more expensive”). 

There was a much wider set of exchanges about the issue of trade union recognition at 
MyCSP. This is currently subject to industrial action: 

https://www.civilserviceworld.com/professions/article/mycsp-strike-pcs-civil-service-
pension-scheme-capita 

A couple of recent written parliamentary questions also covered civil service pension 
scheme administration: 

Written questions and answers - Written questions, answers and statements - UK 
Parliament 

Written questions and answers - Written questions, answers and statements - UK 
Parliament 

- Summary 

There is far more new information about civil service pension scheme administration than 
we usually report on. 

Overall, the NAO report and other information sources largely back up what Cabinet Office 
officials have been saying in meetings with the unions. 

While there have been issues (particularly in the member contact centre), these have been 
known to us for a long time. 

Gender pension gap 

Our latest (and 7th) annual report on the gender pension gap is available from: 

https://mx.prospect.org.uk/resource/7th-annual-gender-pension-gap-report-july-2025.html 

The report highlights best practices in relation to the gender pension gap in the public and 
private sectors. 

https://committees.parliament.uk/event/24450/formal-meeting-oral-evidence-session/
https://www.civilserviceworld.com/professions/article/mycsp-strike-pcs-civil-service-pension-scheme-capita
https://www.civilserviceworld.com/professions/article/mycsp-strike-pcs-civil-service-pension-scheme-capita
https://questions-statements.parliament.uk/written-questions/detail/2025-06-16/60019
https://questions-statements.parliament.uk/written-questions/detail/2025-06-16/60019
https://questions-statements.parliament.uk/written-questions/detail/2025-06-16/60020
https://questions-statements.parliament.uk/written-questions/detail/2025-06-16/60020
https://mx.prospect.org.uk/resource/7th-annual-gender-pension-gap-report-july-2025.html
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In the public sector we particularly highlighted proposals in the LGPS (England and Wales) 
and we will soon launch a campaign for similar improvements in other schemes. 

The campaign will centre around this petition: 

https://www.megaphone.org.uk/p/gender-pension-gap 

A webinar for members will be held at 12.30pm on 15 July: 

https://prospect-org-uk.zoom.us/webinar/register/WN_kh5KPt9mSu-
XzRtAktYnxA?dm_t=0,0,0,0,0#/registration      

Updated modeller 

We continue to get many queries from members about discrepancies between figures in 
ABSs and the online modeller. 

We are not responsible for either set of figures and cannot generally comment on issues 
with them (though often apparent contradictions are fairly easily reconcilable).     

Webinars for members 

Suggested topics for regular webinars for civil service pension scheme members: 

- What new entrants need to know (2 or 3 per year) 
- Coming up to retirement (1 per year) 
- Understanding your ABS (after they are issued) 
- Dealing with Annual Allowance charges (around the deadline for PSSs) 
- Options for boosting pension (before deadline for paying) 
- Mitigating the gender pension gap 

Potential issue for part-time members of civil service scheme 

We previously raised the example of a problem where additional hours by part-time 
workers was not being treated as pensionable (when they should be up to FTE hours). 

Having trawled for any other examples where this might be happening, we found potential 
issues at the Met Police, IPO and UKRI. 

We will follow up those cases, but this does not seem to be a systematic issue.   

McCloud Remedy   

No update on this issue. 

2024 Valuation and Cost Cap Process 

No update on this issue. 

Partnership 

There has been no progress on the review of Partnership. 

 

Yours sincerely 

Neil Walsh       

Pension Officer 

https://www.megaphone.org.uk/p/gender-pension-gap
https://prospect-org-uk.zoom.us/webinar/register/WN_kh5KPt9mSu-XzRtAktYnxA?dm_t=0,0,0,0,0#/registration
https://prospect-org-uk.zoom.us/webinar/register/WN_kh5KPt9mSu-XzRtAktYnxA?dm_t=0,0,0,0,0#/registration

