West Midlands Pension Fund

Operations - Benefit Operations Processes

KPI Summary iption Frequency  KPI Target
e S—— Notify member o Refund within 10 days of ecelving required P 0% a5 a5
information
e — Refund payments processed within 5 days of recelving required —— 0% 100% a5
< i its within 15 days of reti Monthly 90% 89% 0%
i Notifcation of the actual benefits within 5 days o receiving member —— 0% - o5
= option form (Retirement Notification)
H v v EEmEisze) CDBETHC Monthly 20% 7% 98%
£ receiving election form (Retirement)
£ = 5
S |Deferred Retirement Quote 3 Tm Monthly 90% 94% 88%
2 receipt of reauest from member
& |oeferred Retirement Notification Wl C A DB S S N S E VD B L Monthly 90% 98% 7%
£ option form (Deferred Retirement Notification)
£ Deferred Retirement Payment yme! 4 EEEETE) SeE Monthly 90% 96% 94%
g receiving election form (Deferred Retirement)
E; : 5 22
®  |transfer in Quote e Z Qouavel Monthly 90% 98% 98%
& reauired information
S rransfer in Payment =iy nd Z L Monthly 90% 99% 98%
£ scheme member within 10 davs of receiving pavment
2 rranster out uote Transfer out quotations processed within 20 days of receiving required — 0% 100% a5
3 information
e ra—y Transfer out payments pracessed within 20 days of receiing required — 0% a5 o
Death: Acknowledgement of a death within 5 days of receiving the notification | Monthly 0% 9% 7%
Deaths Notification of Benefits Payable e e lpavabie = 8 Monthly 90% 99% 93%
davs of receiving the reauire
y death lump 10 days of receipt of all
Deaths Payment Monthl 0% 100%
2ths payme the reauired information enin
Pension Services - Service Calls
KPI Summary KPI Description Frequency  KPI Target
Calls received to pline to b d Monthly 85% 2% 83%
ploys Calls received to o Monthly 85% 98% 96%

TYrart
19/20 20/21

Pension Services - Customer Satisfaction

KPI Summary KPI Description Frequency  KPI Target

Customer Satisfaction Customer satisfaction

Quarterly

Pension Services - Web Portal Registrations

KPI Summary Frequency  KPI Target

Web Portal Registrations Web Portal Registrations Monthly

Operations - Pension Portal Availal

KPI Summary KPI Description
Pensions Portal to be available 95% of the time (based on working hours

|as monitored)

Frequency

KPI Target

Customer Engagement and Communication

Web Portal Availability Monthly 99% 99%

Operations - Pension Portal Downtime Occurences

KPI Summary KPI Description Frequency  KPI Target

Web Portal Downtime Occurences

27 1

Web Portal i Monthly

Operations - IDRP Monitoring,

KPI Summary KPI Description Frequency  KPI Target

IDRP Combined |All IDRP cases completed within 2 months. Monthly 40% 36%

Pension Services - Complaints Monitoring

KPI Summary KPI Description Frequency  KPI Target
pl P h Monthly 97% 96%
receipt
ploy pl fowitin Monthly 77% 100%
receipt

Pension Services - Complaints Monitoring

Customer Engagement and Communication

KPI Summary. KPI Description Frequency  KPI Target
less than 1% No of member 1% of total Monthly <1% v v
Employer Complaints less than 1% o be less than 1% of Monthly <a% o v

ploys
membership

Governance - Effective Decision Making TYrart
19/20 20/21

KPI Description Frequency  KPI Target

ing hours of Pensions Committee and Board Biannually | 22 hours pp 100% 132%

Governance - Effective Decision Making TYrart
19/20 20/21

KPI Summary KPI Description Frequency  KPI Target

Total Pc/PB Attendance Total attendance rate of Pensions Committee and Board Biannually | 4 peryear

Governance - Statutory Response Timeliness

KPI Summary KPI Description Frequency  KPI Target

Governance and Risk

Combined Statutory Timeli Overall statutory response timeliness. Monthly

Governance - Data Breaches Recorded

KPI Summary KPI Description Frequency  KPI Target
Red high

Green low

55 5

Data Breaches Recorded Decrease in data breaches recorded Monthly

Investments - Investment Returns

KPI Summary KPI Description Frequency  KPI Target

Main Fund ROI = d - Returns to be 0.5% above th Yr. Rolling) Monthly +/-0.5% 1% 1%

Strategic Asset
Allocation and
Performance

Governance - Data Quality

'E KPI Summary KPI Description Frequency  KPI Target
Common Data Common Data Monthly 99% a7% a7%
£
£
-4l Overations - Data Improvement Ty TYeart
2
& 2021
KPI Summary KPI Description Frequency  KPI Target
£ nes |ABS produced for 100% of active member records Annually 100% 89% 89%
a
s DBS produced for 100% of deferred member records Annually 100% %0% %0%

KPI Description Frequency  KPI Target

Monthly 98% 100%

Financial
and Cost




