Appendix B

West Midlands Pension Fund - Key Performance Indicators (KPIs)

Benefit Operations Processes

Reportin Target
KPI Summary KPI Description POFHNG =
Frequency Summary

R <80%

Refund Notification Notify member of Refund within 10 days of receiving required information Monthly A<90% 94%
G>=90%
R <80%

Refund Payment Refund payments processed within 5 days of receiving required information Monthly A<90% 98%
G>=90%
fe f i i ji ifi h R<80%

T e — Transfer i o. transferred in i to be notified to the Monthly = 100%
scheme member within 10 days of receiving payment G > 00%

Transfer In Quote j[rfansfer‘in quotations processed within 10 days of receiving all the required Monthly i:gx 90%
information G >=90%

Transfer Out Payment j[rfansfer‘out payments processed within 20 days of receiving required Monthly iz:x 100%
information G>=90%

Transfer Out Quote j[rfansfer‘out quotations processed within 20 days of receiving required Monthly :z:x 100%
information G>=90%

Retirement Notification ;\lotiﬁcatir:tn of the actfl bFneﬁts within 5 days of receiving member option Monthly ::Ex 29%
form (Retirement Notification) G52 90%

el Ry Payme.nt of \ur.np sum and creation ?f payroll record within 5 days of Monthly i:zz 97%
g election form ) G >=90%
R <80%

Retirement Quote Notification of Estimated Benefits within 15 days of retirement date Monthly A<90% 98%
G>=90%

Deferred Retirement Notification of the actual benefits within 5 days of receiving member option Monthl izzg 28%
Notification form (Deferred Retirement Notification) v G >= 90%
Payment of | d creation of payroll record within 5 days of Reso%

Deferred Retirement Payment | 2/t O UMP sum and creation of payroll record within > days o Monthly A<90% 94%
receiving election form (Deferred Retirement) G >= 90%
o o R <80%

i) R i e Issue. quote letter within 30 days of the members eligible payment date or Monthly I 2%
receipt of request from member G >= 50%
R <80%

Deaths A Ack ‘ of a death within 5 days of receiving the notification Monthly A<90% 97%
G>=90%

Deaths Notification of Benefits |Notification of benefits payable to dependents will be issued within 5 days of Monthly Zzix 20%
Payable receiving the required information 6= 90%
Payment of death lump sum will be made within 10 days of receipt of all the R <80%

Deaths Payment U o N ump sum wi Wit U celp Monthly A<90% 94%
required information G >=90%
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Customer Engagement and Communication

KPI Summary

KP1 Description

Reporting
Frequency

In accordance with PAS >85% of calls to received to the Customer helpline to

Customer Services Calls w e u Pl Monthly R<85% 75%
be answered G>=85%
In accordance with PAS>85% of calls to received to the Customer helpline to

Employer Services Calls P Monthly R8s 7%
be answered G >=85%

85%

97%

22/23 Total

86% 81%

95% 96%

KPI Summary

Customer Satisfaction

KPI1 Description

Customer satisfaction - feedback from events and interaction with members

Reporting
Frequency

Quarterly

R<80%
A<90%
G>=90%

99%

89%

22/23 Total

90% 93%

Reportinj Target
KPI Summary KPI Description e L
Frequency Summary
Member Complaints In accoll;c'iance witt; the PAS all member complaints to be responded to within Monthly izzx 01%
20 working days of receipt 6= 90%
e G s In'ac.cordanc,e \tvith the PAS all 'employer complaints to be responded to Monthly izzm N/A
within 20 working days of receipt G >- 90%

78%

100%

22/23 Total

94% 89%

N/A 100%

KPI Summary

KPI1 Description

Reporting
Frequency

Target
Summary

Employer Portal to be available 95% of the time (based on working hours as
Employer Portal Availability p. v val el working hou Monthly R <95% 100%
monitored) G >=95%
I Pensions Portal to be available 95% of the time (based on working hours as R<85%
\Web Portal Availability monitored) Monthly Goo85% 100%

100%

100%

22/23 Total

100% 100%

97% 99%

G>=90%

22/23 Total
T Reportin;
= KPI Summary KPI Description P 8
© Frequency
[} — R <80%
Statutory Timel - Dat:

g 4 BRI =LA All Fund reports to be submitted in line with service standard set to CWC Monthly A<90% 100% 80% 100% 92%
] Breaches G >=90%
c o R<80%
E Statutory Timeliness - FOI's All Fund responses to be submitted in line with service standard set to CWC Monthly A<90% 100% 100% 67% 83%
> G>=90%
o R<80%
o Statutory Timeliness - SAR's All Fund responses to be submitted in line with service standard set to CWC Monthly A<90% 100% 100% 100% 100%

G>=90%

22/23 Total
Reportin Target

ko] KPI Summary KPI Description POFHNG 8
c Frequency Summary
© R <80%
= Common Data Common Data Monthly A<90% 98% 98% 98% 98%
5 a0 G>=90%
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i} KPI Summ:; KPI Description
2 o ary ipti Frequency
© R <80%
= ABS ABS produced for 100% of eligible active member records Annually A<90% 91%
8 G>=90%

R <80%

DBS DBS produced for 100% of eligible deferred member records Annually A<90% 100%




