PENSION REGULATOR CODE OF PRACTICE 14 - COMPLIANCE ANALYSIS

Powys Pension Fund

Publishing Information about Schemes

The scheme manager for a public service scheme must publish information about the pension board for the scheme(s) and keep that
information up-to-date.

Action Required

Current Position

Available on website. Ongoing review of

92 Uploaded documents to ensure relevance
The information must include: Board membership and terms of reference
available on website. Also links to meetings
who the members of the pension board are and agenda documents.
93 _
representation on the board of members of the scheme(s), and
the matters falling within the pension board’s responsibility.
Scheme members will want to know that their scheme is being efficiently and effectively managed. Public service pension schemes should
94 have a properly constituted, trained and competent pension board, which is responsible for assisting the scheme manager to comply with Powy Pension Board terms of reference
the scheme regulations and other legislation relating to the governance and administration of the scheme and requirements imposed by provides the detail
the regulator.
Scheme managers must publish the information required about the pension board and keep that information up-to-date. This will
95 ensure that scheme members can easily access information about who the pension board members are, how pension scheme members
are represented on the pension board and the responsibilities of the board as a whole.
Available on website
Discussed at Pension Board and happy to
leave in current state, no reason to change.
When publishing information about the identity of pension board members, the representation of scheme members and matters for 8
which the board is responsible, schemes should also publish useful related information about the pension board such as:
the employment and job title (where relevant) and any other relevant position held by each board member
96 the pension board appointment process

who each pension board member represents

the full terms of reference for the pension board, including details of how it will operate, and

any specific roles and responsibilities of individual pension board members.
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Available on Council Website

Schemes should also consider publishing information about pension board business, for example board papers, agendas and minutes of
meetings (redacted to the extent that they contain confidential information and/or data covered by the Data Protection Act 1998). They
should consider any requests for additional information to be published, to encourage scheme member engagement and promote a
culture of transparency.

97

Scheme managers must ensure that information published about the pension board is kept up-to-date. Schemes should have policies

. . . . . Minutes regularly uploaded and
98 |and processes to monitor all published data on an ongoing basis to ensure it is accurate and complete.

documentation reviewed.

Providing information to Members Sep-22

Scheme regulations must require scheme managers to provide an annual benefit information statement to each active member of a DB Procedures in place. Digital distribution and
188 scheme established under the 2013 Act or new public body scheme. The statement must include a description of the benefits earned by a paper to those that have requested

member in respect of their pensionable service.
189 The first statement must be provided no later than 17 months after the scheme regulations establishing the scheme come into force.

Subsequent statements must be provided at least annually after that date.
190 Statements must also comply with HM Treasury directions in terms of any other information which must be included and the manner in Annual Review exercise on All Wales basis

which they must be provided to members.

. . . . . . Acknowledged

191 Managers of a scheme must also provide a benefit statement following a request by an active, deferred or pension credit member of a DB

scheme if the information has not been provided to that member in the previous 12 months before that request.
192 These benefit statements must include information about the amount of benefits by reference to a particular date and how they are Compliant

i
calculated. The full details depend on the type of member making the request. P
Procedures in place to ensure timescales

193 |The information must be given as soon as practicable but no more than two months after the date the request is made. adhered to.




Under the Disclosure Regulations 2013, managers of a scheme must provide other information to members and others in certain
circumstances (for example, on request). The Regulations set out the information which must be given, the timescales for providing such
information and the methods that may be used. Not all information must be provided in respect of all public service pension schemes
(there are some exemptions for specified public service schemes or according to the type of benefit offered), but information which
scheme managers may need to provide includes:

e basic scheme information

e information about the scheme that has materially altered

Compliant. Misc regs require notifaction to
members within timescales. Amber to
reflect difficulties in notifying all deferred
members of actual benefits within

196 . ) . .
e information about the constitution of the scheme timescales. Interim letter issued to advise of
benefit entitlement whilst actual benefits
e annual report (this requirement will generally not apply to unfunded DB public service pension schemes and DB schemes for local calculated. Noted as recordable breach (not
government workers) information about funding principles, actuarial valuations and payment schedules (these requirements will generally reportable).
not apply to unfunded DB public service pension schemes and DB schemes for local government workers)
e information about transfer credits
e information about lifestyling (this requirement will not apply in respect of DB benefits in public service pension schemes)
¢ information about accessing benefits, and
¢ information about benefits in payment.
In place
The detail of the information that must be provided to scheme members and others and any exemptions are set out in the Disclosure
197 |Regulations 2013. Managers must provide the required information, along with confirmation that members may request further
information and the postal and email addresses to which a person should send those requests and enquiries.
Acknowledged
198 Managers of a scheme must ensure that scheme members and others are given information in accordance with the Disclosure

Regulations 2013, unless they are an ‘excluded person’ (as defined above).




The Disclosure Regulations 2013 make provision for scheme members and others to receive information that is relevant to their pension
rights and entitlements under the scheme. The categories of people who are entitled to receive information vary according to the
different types of information, and there are exemptions where information has already been provided in a specified period. The detail of
who is entitled to any particular type of information is set out in the Disclosure Regulations 2013 but may include any of the following (‘a
relevant person’):

e active members

e deferred members

199

® pensioner members

® prospective members

e spouses or civil partners of members or prospective members

¢ other beneficiaries, and

e recognised trade unions.
200 |Managers must disclose certain basic information about the scheme and the benefits it provides to a prospective member (if practicable procedures in place. Compliant.

to do so) or a new member. Where the manager has received jobholder information for the member or prospective member they must

provide the information within a month of the jobholder information being received. Where they have not received jobholder

information, they must provide the information within two months of the date the person became an active member of the scheme.

Compliant. Procedures in place in workflow

201 Managers must also provide information on request to a relevant person within two months of the request being made, except where the system.

same information was provided to the same person or trade union in the 12 month before the request.




Generally, schemes may choose how they provide information to scheme members, including by post, electronically (by email or by
making it available on a website) or by any other means permitted by the law. For benefit statements issued under the 2013 Act, HM
Treasury directions may specify how the information must be provided. Where schemes wish to provide information required under the
Disclosure Regulations 2013 by electronic means there are important steps and safeguards that must first be met. These include:

e scheme members and beneficiaries being provided with the option to opt out of receiving information electronically by giving written
notice to the scheme

e managers being satisfied that the electronic communications have been designed:

—so that the person will be able to access and either store or print the relevant information and

Exercise carried out and majority of scheme
documentation delivered electronically,
except to those who have opted out of e-
communications. Workplan in place to

203 increase targetted communications to those
— taking into account the requirements of disabled people ;nemberT whc;havz EOt eTgaged as
e ensuring that members and beneficiaries who were members or beneficiaries of the public service pension scheme on requen'F yashope dUt also ag'e )
1 December 2010 (where the scheme had not provided information electronically prior to that date) has been sent a written notice (other appropn?te targette.d communications
than via email or website), informing them that: (near retirement, mid-career etc)
— it is proposed to provide information electronically in the future and
—scheme members and beneficiaries may opt out of receiving information electronically by sending written notice.
Where schemes make information or a document available on a website for the first time, they must give notice (other than via a
website) to the recipient. They must ensure that the notice includes:
e a statement advising that the information is available on the website )
204 Compliant

¢ the website address

e details of where on the website the information or document can be read, and

¢ an explanation of how the information or document may be read on the website.




When any subsequent information is made available on a website, managers of a scheme must give a notice (other than via a website) to
recipients informing them that the information is available on the website. This notice will not be required where:

* at least two documents have been given to the recipient by hand or sent to the recipient’s last known postal address

Exercise carried out and majority of scheme
documentation delivered electronically,

205 e each of those letters asks the recipient to give their electronic (email) address to the scheme and informs the recipient of their right to except to those who have opted out of e-
request (in writing) that information or documents are not to be provided electronically communications
* a third letter has been given to the recipient by hand or sent to the recipient’s last known postal address and includes a statement that
further information will be available to read on the website and that no further notifications will be sent to the recipient and
¢ the managers of the scheme do not know the recipient’s email address and have not received a written request that information or
documents are not to be provided to the recipient electronically.
In some cases, the Disclosure Regulations 2013 specify that information must be made available by one of the following methods:
e available to view free of charge, at a place that is reasonable having regard to the request
e published on a website (in which case the procedure to be followed before making information available on a website does not apply,
206 except that the person or trade union must be notified of certain details) Compliant
e given for a charge that does not exceed the expense incurred in preparing, posting and packing the information, or
¢ publicly available elsewhere.
Ongoing Exercise to establish preferred
207 Schemes should design and deliver communications to scheme members in a way that ensures they are able to engage with their pension member method of delivery on an
provision. Information should be clear and simple to understand as well as being accurate and easily accessible. It is important that individual member basis (eg preferred
members are able to understand their pension arrangements and make informed decisions where required. language)
Numbers of "Gone Away" members
208 Schemes should attempt to make contact with their scheme members and, where contact is not possible, schemes should carry out a identified. New facility being used to check
tracing exercise to locate the member and ensure that their member data are up-to-date. small numbers of members as required.
Ongoing exercise
Where a person has made a request for information, schemes should acknowledge receipt if they are unable to provide the information at
that stage. Schemes may encounter situations where the time period for providing information takes longer than expected. In these . . . .
) ) ) i ) ) Compliant with appropriate processes in
209 [circumstances, schemes should notify the person and let them know when they are likely to receive the information. Scheme managers
; L . : : ) e : place
and managers (where different) must provide information in accordance with the time periods specified in the 2013 Act and Disclosure
Regulations 2013.
To promote transparency, schemes should make information readily available at all times to ensure that prospective and existing . -
) . o Website, Intranet, bilingual (work
210 |members are able to access information when they require it.

continuing)




Resolving Issues

Dispute resolution arrangements may require people with an interest in the scheme to first refer matters in dispute to a ‘specified person’ i . i . .

. . . . - o ) . : Pensions Decision - Pensions Administration
216 [in order for that person to consider and give their decision on those matters. The specified person’s decision may then be confirmed or L

.. . . Manager. Employer decision - HR Manager
replaced by the decision taken by the scheme manager after reconsideration of the matters.
Scheme managers and specified persons (if used as part of a scheme’s procedure) must take the decision required on the matters in . . .
. o . .. . . . . o ; IDRP information made available to
217 |dispute within a reasonable period of receiving the application. They must notify the applicant of the decision within a reasonable period .
. . Specified Person

of having taken it.

Internal dispute resolution procedures must state the manner in which an application for the resolution of a pension dispute is to be

made, the particulars which must be included in such an application and the manner in which any decisions required in relation to such an
218 |application are to be reached and given. The procedure must specify a reasonable period within which applications must be made by Detail in Letter.

certain people.
219 Scheme managers must provide information about the scheme’s dispute resolution procedure as well as information about The Pensions included in letters

u [

Advisory Service (TPAS) and the Pensions Ombudsman to certain people at certain stages.

Scheme members expect their pension scheme to be managed effectively. Where a person with an interest in the scheme is not satisfied
220 |with any matter relating to the scheme (for example a decision which affects them), they have the right to ask for that matter to be Included in letters

reviewed.

Two-stage adopted. Stage 1 - Pensions

299 Schemes can operate a two-stage procedure with a ‘specified person’ undertaking the first-stage decision. Alternatively, they may adopt a Administration Manager. Stage 2 - Pension

single-stage procedure if they consider that is more appropriate for their scheme. Fund Manager. Similar practice for most

Welsh LGPS Funds.

293 With the exception of certain matters outlined below, the law does not prescribe the detail of the dispute resolution procedure. Schemes Noted

should decide on this and ensure it is fit for purpose. '
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224

Schemes may choose to specify time limits within which the following people must apply for a dispute to be resolved, following
notifaction to them:

e scheme members

o widows, widowers, surviving civil partners or surviving dependants of deceased scheme members

e surviving non-dependant beneficiaries of deceased scheme members, and

® prospective scheme members.

Within 6 months of being notified of
decision

225

If schemes decide to specify time limits, they should publish and make those time limits readily available to ensure that those with an
interest in the scheme are aware that they must submit an application within a prescribed time limit.

Within 6 months of being notified of
decision

226

Scheme managers must ensure their scheme’s procedure specifies a reasonable period within which applications by the following people
must be made:

¢ a person who has ceased to be within the categories in paragraph 224 above

¢ a person who claims that they were a person within the categories in paragraph 224 above and has ceased to be such a person, and the
dispute relates to whether they are such a person.

Noted.

227

A reasonable period would be six months beginning immediately after the date on which the person ceased to be, or claims they ceased
to be, a person with an interest in the scheme. However, schemes have the flexibility to exercise their judgement and take an application
outside a specified time period, if appropriate.

6 months applied

228

Managers and specified persons (where applicable) must decide the matter in dispute within a reasonable period of receiving the
application. A reasonable period is within four months of receiving the application. In the case of a two-stage dispute resolution
procedure, the reasonable period applies to each stage separately. Where a dispute is referred to scheme managers for a second-stage
decision, the reasonable period begins when the managers receive the referral. However, there may be cases where it will be possible to
process an application sooner than the reasonable time given. Where this is the case, there should not be a delay in taking the decision.

Matter to be acted upon quickly but within
4 months

229

There may be exceptional circumstances of a particular dispute which may prevent the process being completed within the reasonable
time period stated above. For instance, where the dispute involves unusually complex and labour-intensive calculations or research, or
delays occur that are outside the control of the scheme manager (or specified person), or because they need to obtain independent
evidence.

Noted.




230

The regulator recognises that the circumstances of each dispute are different and decision times may vary. Schemes should be satisfied
that the time taken to reach a decision is appropriate to the situation and be able to demonstrate this, if necessary.

Procedure is documented and evidenced

Applicants must be notified of the decision made by a scheme manager and specified person (where applicable) within a reasonable time

231 |period after the decision has been made123. Schemes should usually notify applicants of the decision no later than 15 working days after Procedures in place to notify
the decision has been made. However, there may be cases where it is possible to notify an applicant sooner than the reasonable time
given. Where this is the case, there should not be a delay in notifying them of the decision.
Applicants must be notified of the decision made by a scheme manager and specified person (where applicable) within a reasonable time
232 period after the decision has been made123. Schemes should usually notify applicants of the decision no later than 15 working days after Procedures in place to notify
the decision has been made. However, there may be cases where it is possible to notify an applicant sooner than the reasonable time
given. Where this is the case, there should not be a delay in notifying them of the decision.
233 |[Scheme regulations or other documents recording policy about the administration of the scheme should specify internal dispute Included in correspondence.
resolution arrangements. Schemes should focus on educating and raising awareness of their internal dispute resolution arrangements and
ensuring that they are implemented.
Schemes should ensure that the effectiveness of the arrangements is assessed regularly and be satisfied that those following the process
are complying with the requirements set, which includes effective decision making. This is particularly important where the arrangements Guidance provided to Employers and
234 require employers participating in the pension scheme to carry out duties as part of the process, for example where schemes have individuals where appropriate
implemented the two-stage procedure and employers are acting as the specified person for the first stage
Information readily available. Compliments
Schemes should confirm and communicate their arrangements to members, for example, in the joining booklet. Schemes should make ) y' P
235 . . ) : e : and Complaints policy produced and
their arrangements accessible to potential applicants, for example by publishing them on a scheme website. oublished
Scheme managers must provide the following information
about the procedure and processes the scheme has in place for the internal resolution of disputes to certain people in certain
circumstances124:
* prospective members, if it is practicable to do so
236 Information available.

¢ any scheme members who have not already been given the information
e certain relevant people who request the information and who have not been given that information in the previous 12 months, and

e members or prospective members when schemes receive jobholder information, or when a jobholder becomes an active member, in
connection with automatic enrolment.




237

Scheme managers must also provide the postal or email address and job title of the person to contact in order to make use of the internal
dispute arrangements.

Included in correspondence

238

In addition, scheme managers must provide information about TPAS and the Pensions Ombudsman at certain stages125. Upon receiving
an application for the resolution of a pension dispute, scheme managers (or the specified person) must make the applicant aware as soon
as reasonably practicable that TPAS is available to assist members and beneficiaries of the scheme and provide contact details for TPAS.
When notifying the applicant of the decision, scheme managers must also inform the applicant that the Pensions Ombudsman is available
to investigate and determine complaints or disputes of fact or law relating to a public service pension scheme and provide the Pension
Ombudsman’s contact details.

Included in correspondence

239

Schemes can decide what information they need from applicants to reach a decision on a disputed matter and how applications should be
submitted. Schemes should ensure they make the following information available to applicants:

¢ the procedure and processes to apply for a dispute to be resolved
¢ the information that an applicant must include
e the process by which any decisions are reached, and

¢ an acknowledgement once an application has been received.

Information available.

240

When reviewing an application, scheme managers and specified persons (where relevant) should ensure that they have all the
appropriate information to make an informed decision. They should request further information if required. Scheme managers and
specified persons should be satisfied that the times taken to reach a decision and notify the applicant are appropriate to the situation and
that they have taken the necessary action to meet the reasonable time periods. Scheme managers should be able to demonstrate this to
the regulator if required.

Reporting Breaches of the Law

244

Schemes should be satisfied that those responsible for reporting breaches are made aware of the legal requirements and this guidance.
Schemes should provide training for scheme managers and pension board members. All others under the statutory duty to report should
ensure they have a sufficient level of knowledge and understanding to fulfil that duty. This means having sufficient familiarity with the
legal requirements and procedures and processes for reporting.

Noted.

Reporting Breaches Policy produced and
available on Fund website
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Identifying and assessing a breach of the law is important in reducing risk and providing an early warning of possible malpractice in public
service pension schemes. Those people with a responsibility to report breaches, including scheme managers and pension board members,
should establish and operate appropriate and effective procedures to ensure that they are able to meet their legal obligations. Procedures

Reporting Breaches Policy produced and
available on Fund website. Traffic light
system included for determining
seriousness

245 |should enable people to raise concerns and facilitate the objective consideration of those matters. It is important that procedures allow
reporters to decide within an appropriate timescale whether they must report a breach. Reporters should not rely on waiting for others to
report.
Reporting Breaches Policy produced and
available on Fund website. Traffic light
; ; system included for determining
Procedures should include the following features: .
seriousness. Breaches Log kept and updated
o o rebularly.
e a process for obtaining clarification of the law around the suspected breach where needed
¢ a process for clarifying the facts around the suspected breach where they are not known
e a process for consideration of the material significance of the breach by taking into account its cause, effect, the reaction
to it, and its wider implications, including (where appropriate)
dialogue with the scheme manager or pension board
246
e a clear process for referral to the appropriate level of seniority at which decisions can be made on whether to report to the regulator
¢ an established procedure for dealing with difficult cases
¢ a timeframe for the procedure to take place that is appropriate to the breach and allows the report to be made as soon as reasonably
practicable
* a system to record breaches even if they are not reported to the regulator (the record of past breaches may be relevant in deciding
whether to report future breaches, for example it may reveal a systemic issue), and
e a process for identifying promptly any breaches that are so serious they must always be reported.
Breaches can occur in relation to a wide variety of the tasks normally associated with the administrative function of a scheme such as
247 |keeping records, internal controls, calculating benefits and, for funded pension schemes, making investment or investment-related Noted. Statement of fact/process.
decisions.
248 [Having ‘reasonable cause’ to believe that a breach has occurred means more than merely having a suspicion that cannot be substantiated. Noted. Statement of fact/process.
Reporters should ensure that where a breach is suspected, they carry out checks to establish whether or not a breach has in fact occurred.
For example, a member of a funded pension scheme may allege that there has been a misappropriation of scheme assets where they
have seen in the annual accounts that the scheme’s assets have fallen. However, the real reason for the apparent loss in value of scheme
249 Noted. Statement of fact/process.

assets may be due to the behaviour of the stock market over the period. This would mean that there is not reasonable cause to believe
that a breach has occurred.




Where the reporter does not know the facts or events around the suspected breach, it will usually be appropriate to check with the
pension board or scheme manager or with others who are in a position to confirm what has happened. It would not be appropriate to

250 check in cases of theft, suspected fraud or other serious offences where discussions might alert those implicated or impede the actions of Noted. Statement of fact/process.
the police or a regulatory authority. Under these circumstances the reporter should alert the regulator without delay.
If the reporter is unclear about the relevant legal provision, they should clarify their understanding of the law to the extent necessary to
251 i Noted. Statement of fact/process.
form a view.
In establishing whether there is reasonable cause to believe that a breach has occurred, it is not necessary for a reporter to gather all the
252 |evidence which the regulator may require before taking legal action. A delay in reporting may exacerbate or increase the risk of the Noted. Statement of fact/process.
breach.
In deciding whether a breach is likely to be of ‘material significance’
to the regulator. It would be advisable for those with a statutory duty to report to consider the:
e cause of the breach
253 |e effect of the breach Detailed in Breaches Policy
e reaction to the breach, and
¢ wider implications of the breach.
When deciding whether to report, those responsible should consider these points together. Reporters should take into account expert or
254 . . ) o o e Noted. Statement of fact/process.
professional advice, where appropriate, when deciding whether the breach is likely to be of material significance to the regulator.
The breach is likely to be of material significance to the regulator where it was caused by:
e dishonesty
e poor governance or administration
255 |e slow or inappropriate decision making practices Detailed in Breaches Policy

e incomplete or inaccurate advice, or

e acting (or failing to act) in deliberate contravention of the law.




256

When deciding whether a breach is of material significance, those responsible should consider other reported and unreported breaches of
which they are aware. However, historical information should be considered with care, particularly if changes have been made to address
previously identified problems.

Noted. Statement of fact/process.

257

A breach will not normally be materially significant if it has arisen from an isolated incident, for example resulting from teething problems
with a new system or procedure, or from an unusual or unpredictable combination of circumstances. But in such a situation, it is also
important to consider other aspects of the breach such as the effect it has had and to be aware that persistent isolated breaches could be
indicative of wider scheme issues.

Noted. Statement of fact/process.

258

Reporters need to consider the effects of any breach, but with the regulator’s role in relation to public service pension schemes and its
statutory objectives in mind, the following matters in particular should be considered likely to be of material significance to the regulator:

¢ pension board members not having the appropriate degree of knowledge and understanding, which may result in pension boards not
fulfilling their roles, the scheme not being properly governed and administered and/or scheme managers breaching other legal
requirements

¢ pension board members having a conflict of interest, which may result in them being prejudiced in the way that they carry out their
role, ineffective governance and administration of the scheme and/or scheme managers breaching legal requirements

¢ adequate internal controls not being established and operated, which may lead to schemes not being run in accordance with their
scheme regulations and other legal requirements, risks not being properly identified and managed and/or the right money not being paid

to or by the scheme at the right time

e accurate information about benefits and scheme administration not being provided to scheme members and others, which may result in
members not being able to effectively plan or make decisions about their retirement

e appropriate records not being maintained, which may result in member benefits being calculated incorrectly and/or not being paid to
the right person at the right time

* pension board members misappropriating any assets of the scheme or being likely to do so, which may result in scheme assets not being
safeguarded, and

¢ any other breach which may result in the scheme being poorly governed, managed or administered.

Noted. Statement of fact/process.

259

Reporters need to take care to consider the effects of the breach, including any other breaches occurring as a result of the initial breach
and the effects of those resulting breaches.

Noted. Statement of fact/process.

260

Where prompt and effective action is taken to investigate and correct the breach and its causes and, where appropriate, notify any
affected members, the regulator will not normally consider this to be materially significant.

Noted. Statement of fact/process.




Where prompt and effective action is taken to investigate and correct the breach and its causes and, where appropriate, notify any

261 |affected members, the regulator will not normally consider this to be materially significant. Noted. Statement of fact/process.
Reporters should consider the wider implications of a breach when they assess which breaches are likely to be materially significant to the
regulator. For example, a breach is likely to be of material significance where the fact that the breach has occurred makes it appear more
likely that other breaches will emerge in the future. This may be due to the scheme manager or pension board members having a lack of
262 |appropriate knowledge and understanding to fulfil their responsibilities or where other pension schemes may be affected. For instance, Noted. Statement of fact/process.
public service pension schemes administered by the same organisation may be detrimentally affected where a system failure has caused
the breach to occur.
Reports must be submitted in writing and can be sent by post or electronically, including by email or by fax. Wherever possible reporters
263 |should use the standard format available via the Exchange online service on the regulator’s website. Noted. Statement of fact/process.
The report should be dated and include as a minimum:
e full name of the scheme
e description of the breach or breaches
e any relevant dates
264 y Noted. Statement of fact/process.
e name of the employer or scheme manager (where known)
* name, position and contact details of the reporter, and
e role of the reporter in relation to the scheme.
Additional information that would help the regulator includes:
e the reason the breach is thought to be of material significance to the regulator
e the address of the scheme
2 . e Noted. Statement of fact/process.
65 e the contact details of the scheme manager (if different to the scheme address) /p
e the pension scheme’s registry number (if available), and
e whether the concern has been reported before.
Reporters should mark urgent reports as such and draw attention to matters they consider particularly serious. They can precede a
266 P & P y P y y P Noted. Statement of fact/process.

written report with a telephone call, if appropriate.




268

269

270

Noted. Statement of fact/process.

Noted. Statement of fact/process.

Detailed in Breaches Policy




