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Job description	

Pension Lead


	Department 
	Finance 

	Service 
	Finance and Exchequer Services – Payroll and Pension Administration

	Grade
	Scale H

	Reports to
	Pensions Manager 

	Responsible for 
	Pension Officers, Pension Assistants

	Job reference
	MJ2945 / GR2848



	Job Purpose

	The Pensions Lead is responsible for the day-to-day operations of the Pension Administration Team, ensuring the delivery of a high-quality service and the effective resolution of complex customer pension queries. The role provides expert technical guidance, system support, and mentoring to colleagues within the team and across payroll, contributing to the continuous improvement of pension administration.

This role requires in-depth knowledge of pension regulations, including HMRC tax and National Insurance rules. As Norfolk County Council (NCC) administers multiple pension schemes, the role must maintain a strong understanding of each scheme’s policies. Working closely with the Pension Administration Manager, the role supports the delivery of efficient pension processes and proactively investigates and resolves anomalies in pension accounts.


	Context

	Finance Exchequer Services at Norfolk County Council supports management of the authority’s finances, ensuring resources are used effectively and accountably. This service oversees all income, debt collection, payments and payroll.  

The department guides procurement, maintains financial systems, and provides insurance and risk management, safeguarding public funds. By advising on financial strategy, policy and supporting major projects, the service helps the council achieve its goals and adapt to changing needs. Continuous improvement and innovation are central, with digital systems and process enhancements improving efficiency and transparency for both staff and residents. Ultimately, Finance Exchequer Services supports all council services to deliver key services efficiently, transparently, and sustainably.   

The payroll and pension function sits within Finance and supports more than 21,000 job roles across the Council and its customers across multiple national and local conditions of employment, contributing to local government specific occupational pension schemes as well as the NEST scheme.  The role will work with digital services and HR colleagues on the continued development of the payroll aspects of the myOracle system, and the service offered to the NCC workforce and with traded service customers.   






	Accountabilities

	Support the Pension Administration Manager to deliver a high-quality pension administrative support service by operating processes to ensure effective delivery of the pension service, in accordance with statutory requirements, and County Council policy and practice. This will include: 
  
· Complex processing monthly pension processing
· Ensure monthly payroll/pension calculation are accurately processed for employers/employees/members, Pension Funds and any 3rd party providers in line with current employment and statutory legislation.  
· Managing pension administration on behalf of employers/employees/members

Working closely with all payroll and pension teams to ensure the production of accurate and timely data to support payments activity.


	Pro-actively co-ordinate and monitor the work of the Pension Officers and Assistants so that resources are effectively utilised and established timescales, procedures and standards are met to ensure high performance and Key Performance Indicators are met. 


	Investigate, negotiate, and resolve complex pension case queries ensuring full resolution is achieved and the customer is informed of outcomes. 


	Provide financial support, challenge and advice for relevant associated projects surrounding pensions.


	Complete quality control monitoring against team performance, identifying training needs and guidance to be used in conjunction with staff performance reviews. 


	Develop training plan to ensure quality service and performance and deliver training within the Department to meet service and Departmental objectives. 


	Prepare monitoring reports using collective electronic data for performance reporting




Person specification

	Skills and abilities:
	Essential (ü)
	Desirable (ü)

	Demonstrates a proactive and innovative approach to improving pension administration processes, identifying opportunities for smarter working and service enhancements, particularly in resolving complex payroll and pension queries.

Ability to apply evidence-based decision-making using data and regulatory guidance, especially when preparing performance reports, investigating anomalies, and advising on pension-related projects. 

Maintains a professional and focused approach to managing monthly pension processing and ensuring compliance with statutory and organisational policies, delivering a high-quality service to internal and external stakeholders.

Be accountable and take ownership of outcomes by coordinating team performance, ensuring KPIs are met, and delivering accurate pension calculations and payments in line with legislation and policy.

Ability to work collaboratively and effectively across payroll and pension teams, supporting shared goals and ensuring the delivery of accurate and timely data for payment activities and pension administration. 
 
Ability to build trust in the team and provide clear guidance, mentoring and support to colleagues, fostering a culture of reliability and integrity within the team and wider service. 
 
Ability to work in an agile way, responding flexibly to changing priorities and complex casework, adapting processes and resources to maintain service quality and meet deadlines. 
 
Ability to be politically aware and understand the broader organisational and legislative context in which pension services operate, ensuring advice and actions reflect the strategic priorities of Norfolk County Council. 
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	Knowledge/Experience
	Essential (ü)
	Desirable (ü)

	Relevant experience in a pension or payroll administration environment 
 
Accurate numeracy and a high standard of literacy skills 
 
Competent in Microsoft Office formulae and diary management, and associated IT and financial systems
 
Awareness of relevant financial, Pension and payroll legislation 
 
Experience of working in a local government or Health Service Environment.  
 
Experience of using Oracle cloud

Communication skills, including interpersonal and negotiating skills.  
 
Understanding of customer care excellence 
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	Qualifications
	Mandatory (ü)
	Indicative (ü)

	Professional Payroll qualification (CIPP) (or working towards) 
 
Level 2 qualifications (eg GCSEs), including Maths and English 
 
Customer Services NVQ level 4 (or equivalent experience) 

	







	ü

 
  ü


   ü





	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.




	Other Job Information 

	
None




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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