Fund Performance against SLA — KPI's As at 30 September 2023 Appendix 1
Annex 1 Overall Performance by Case Type
Cases Last Quarter
Measured Against SLA
Percentage
Percentage Total Processed Processed
Total Processed Processed within 5 days | within 5 days of
Total Processed in Target within Target of Target Target
- 0, 0,
Retirement (from Active) Quote - 15 days 313 169 53.99% 36 65.50%
Payment - 15 days 200 166 83.00% 16 91.00%
- 0, 0,
Retirement (from Deferred) Quote - 30 days 41 13 31.71% 5 43.90%
Payment - 15 days 231 189 81.82% 12 87.01%
Deaths Notification - 5 days 154 100 64.94% 23 79.87%
Payment - 10 days 118 89 75.42% 4 78.81%
- (") 0
Refund of contributions Quote - 10 days 396 141 35.61% 12 38.64%
Payment - 10 days 153 75 49.02% 9 54.90%
Deferreds (early leavers) 30 days 1048 574 54.77% 474 100.00%
Quote - 10 days 34 8 23.53% 8 47.06%
Transfers In
Payment - 10 days 20 9 45.00% 2 55.00%
- (") 0
Transfers Out Quote - 10 days 240 83 34.58% 9 38.33%
Payment - 10 days 35 19 54.29% 1 57.14%
. Member - 15 days 87 81 93.10% 1 94.25%
Estimates
Employer - 15 days 52 36 69.23% 11 90.38%
. Quote - 45 days 91 70 76.92% 0 76.92%
Divorce
Actual - 15 days 1 0 0.00% 0 100.00%
Starters 40 days 1841 1833 99.57% 0 99.57%
5055 3655 72.30% 623 84.63%
RAG key
Red Less than 75%
Amber |75-89%%
Green 90 - 100%




Annex 2
Case No’s vs Target

Tasks Last Quarter

Actual Days to Process

0-5 6-10 11-15 16 - 20 21-25 26 - 30 31+
Average Days to
Process
Retirement (from Active) Quote - 15 days 27 46 1 22 =6 31 18 =
Payment - 15 days 12 108 38 20 16 6 4
- 18 5 1 7 3 0
Retirement (from Deferred) Quote - 30 days 31
Payment - 15 days 14 148 19 22 12 3 3 24
Deaths Notification - 5 days 66 23 10 6 2 4 7
Payment - 10 days 100 39 4 6 1 2 2
- 61 80
Refund of contributions Quote - 10 days 71 12 21 20 6 196
Payment - 10 days 34 60 15 6 8 5 50
Deferreds (early leavers) 30 days 52 156 105 109 58 74 72 474
- 6
Transfers In Quote - 10 days 23 2 2 6 0 10
Payment - 10 days 33 4 5 1 0 1 7
- 72
Transfers Out Quote - 10 days 50 11 3 3 7 135
Payment - 10 days 30 13 4 4 0 7
- 47
Estimates Member - 15 days 12 22 1 0 2 3
Employer - 15 days 23 11 11 1 0 4
. Quote - 45 days 21 17 9 9 4 9 39
Divorce
Actual - 15 days 12 0 0 0 0 0 1
Starters 40 days 9 902 695 97 105 1 28 13




Annex 3 Trend in Overall Performance

SLA Standards for Processing Admin Tasks

Target Processing Q4 a1 Q2 Q3
York Tupe SLA Oct 22 1Jan 23 {Apr 23 1 Jul 23 4 Trend
(OldiNew] Dec 22| Mar 23 | Jun 23 |Sep 23
Retirement [from Active Quote - 5§ 15 dags| TEIM | TR0 | 49344 | 5399 _ [ —
Pagyment - 5/ 15 days | 34.08% 3186 .21 53005 e —
Retirement (from Deferrd Quote - 30 days | 3571 30465 G187 b W _—_——ﬂ' e,
Pagment - 5§ 15 days| 59431 3260 | 8500K 2182 T——
Deaths Notification - 5 days| 96580 | S5.E66M TH.E1x E4.945 T T——
FPagment - 54 10 days | 85455 | 9434 | BEEFM | 7o42% - e
Befund of contributions Fuote - 10 days | 19.80% 45,895 163 3661 j____ T
Fayment - 10 days| 5263 1o 4118 4902 [ —
Deferreds [early leavers]itification - 20§ 30 days | 72300 | 53.50% 41714 LTk e
Transfers In Fuote - 10 days| E7.96% B9.18% 227 2353 e
Payment - 10 days | E3645 | B136% | 1250 | 4500 T e
Transfers Out Fuote - 10 days| HEE2H B3.01% 34.891% 3458 _ e
Payment - 10 days | 2056 | T8 | 45484 | 54293 e
Estimates Member - 10M% dags | 30.12% 2230 | 8v.heM 3310 e
Emploger - 15 dags | 8750 | 8E96% 8196 Ed.23% T
Divorce Quote - 45 days | 3474 | 9685 30,91 TE.A2 ~ _ T
Actual - 15 days | G000 | 10000 | 5000 0.00% _ T
Starters 40 days| 96.41% | 10000 | 9871 9957 —_
RAG key
Red Less than 75%
Amber |75-89%
Green 90 - 100%
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Annex 4
Number of open cases szzm3 OUTSTANDING
snapshot as at end of month \(/:VA(\)S;;ABLE
(with % of open cases that are outstanding) T GASES
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Annex 5
Number of cases created and u cases created
completed by quarter 7 cases completed
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