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West Midlands Pension Fund - Key Performance Indicators (KPIs)

Customer Engagement and Communication

West Midlands Pension Fund

Operations - Benefit Operations Processes
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Customer Engagement and Communication

Pension Services - Customer Satisfaction
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KPI Description Frequency.

Pension Services - Complaints Monitoring
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Member Complaints A Monthly
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Pension Services - Complaints Monitoring

Member Complains les than 1% No of member complaints o be les than 1% oftotal membership Monthly 1%

Employer Complaints less than 1% AR Monthly a% v ./
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Customer Engagement and Communication

Pension Services - Service Calls

KPI Description Frequency.
 customer Services Calls (Call answer rate of the customer helpline Monthiy.
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Pension Services - Web Portal Registrations

KPI Summary. KPI Description Frequency  KPITarget
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Operations - Web Portal Availability
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Governance - Effective Decision Making
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KPI Description Frequency _ KPI Target Half Year
Pensions Committee Training Training hours of Pensions Committee Blannually | 22hourspp | 100.00%
Pensions Board Training. Training hours of Pensions Board Biannually | 22hourspp | 100.00%
Total pc/pB Training Total training hours of Pensions Committee and Board Blannually | 22hourspp | 100.00%

Governance - Effective Decision Making
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§  [pensions Boara Atendance [ttendance rate of Pensions Board sanmualy | aperyesr | 79.07%
8 Pensions Committee Attendance | Attendance rate of Pensions Committee Biannually 4 per year 79.49%
otal pc/pa Attendance Totalattendance rat of Pensions Committee and Board Biannually | aperyear | 79.37%
Governance - Statutory Response Timeliness
combined statutory Timeliness Al Monthi 1004 | 100006 | osasx [
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Governance - Data Quality
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