West Midlands Pension Fund - Key Performance Indicators (KPls)

Operations - Benefit Operations Processes

West Midlands Pensi

Pension Services - Customer Satisfaction

KPI Deseription
Customer satisfaction - feedback from events and interaction with
members

Sum of Differance

KP1 Summary

KPI Description

Quarterly

Frequency

KPl Target

KPI Target
B0

KPI Summary KPI Description Frequency  KPITarget 21/22 22/23
i e Notify member of Refund within 10 days of receiving required Monthly oy o e
= a
IRefund Payment L enyat Monthly 90% 98% 98%
5 [Retirement Quate within 15 days of Monthly. 30% 99% 99%
s Notification of the within 5 days of receiving member
g [Retirement Notification form (Retirement Notlfication) Monthly 0% 83% 91%
5 | lump sum and within 5 days of
£ ! Ireceung etecionform (Retcement) S| % | 9%
Issue quote letter 30 days of the members eligible payment date
g Deferred Retirement Quote et ek b Monthly 90% 78% 92%
B |peferred Retirement Notification ik s of 1 stk It Wit S e of vecelulog iniinbae Manthly a0% 96% 95%
13 DR N TRV
lump sum and within § days of
E Deterred Retirement Payment g locti i oclbred ot : Monthly 0% 94% 88%
& = Transfer in quotations processed within 10 days of recefving all the Miorshiy = . -
&
- Transfer in 1o be notified to the
E» Jrranster in Payment e i i Monthly 0% 93% 97%
% [rranster ouquote i ST Monthly 0% 99% 100%
3 o N
= e Transfer out payments processed within 20 days of receiving required Monthly ok p— p—
Deaths Acknowledgement death s receiving the notification |  Monthly 30% 94% 92%
Deaths Notification of Benefits Payable e 1o ol 3 Manthly a0% 95% 96%
[Deaths Payment wil 0 8gs of rocetes ot o)) Monthly 90% 99% 97%
Pension Services - Service Calls
KPi Summary KPI Description Frequency  KPITarget
customer Services Calls
[Emplayer Services Calls Monthly 85% 95% 96%

Customer Engagement and Communication

Operations - Pension Partal Avallability

KPi Description

Frequency

KPI Target

10817 10975

KPI Description

|All IDRP cases completed within 2 months

Monthly

KPl Target

81%

Pension Services - Complaints Monitoring

92% 86%

KP Summary KPI Deseription
Al within ng days of
[Member Complaints. e Monthly 100%
ploy within
[Employer Complaints :_l ot Monthly 100% 100% 100%

Penslon Services - Complaints Monitoring

v v

Customer Engagement and Communication

Governance - Effective Decision Making

KPI Summary

KPi Summary KPI Description Frequency KPl Target
[Member Complaints less than 1% Lt to be less than 1% Monthly <1%
oyer e T No of employer complaints to be less than 1% of total employer Monthiy - v v

KPI Description

Frequency

Biannually

KPl Target

22 hours pp ‘

100% 100%

Governance - Effective Decision Making

* Contributions reconciled and allocated at time of reporting.

KPI Description
|Contributions received from emplayers on time and allocated

Fraquency

K1 Targat

x
£ KPI Description Frequency  KPlTarget 21/22
E |Total attendance rate of Pensions Committee and Board
g
E Governance - Statutory Respanse Timeliness
g KPi Summary KPI Description Frequency
w lcombined Statutory Timeliness e Monthly 100% 93% 90%
Governance - Data Breaches Recorded
KPI Summary KPI Description Frequency  KPITarget
Decrease in data breaches recorded A
Reduction
Governance - Data Quality
B KPI Description KPI Target
&
Monthiy 98% 98%
w0
&
; Operations - Data Improvement
@
L3l kot surmary KPI Description Frequency  KPITarget 21/22 22/23
2 jaBs ABS produced for 100% of active member records Annually 100% 93% 91%
a
pss for 100% of records. ‘ Annually | 100% 99% 100%

21/22

22/23



