SLA monthly performance average April 2024 to April 2025
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Average SLA Perfomance
*Based on weekly KPl data

KPI Category Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24 Nov-24 Dec-24 Jan-25 Feb-25 Mar-25 Apr-25
Death Notification 46% | 31% | 65% | 65% | 84% | V9% | 949 | 949% | 88% | 100% | 94% | 64% | V1%
Death - Act/Def/Pen - Payment 100% | 69% | 88% | 93% | 100% | 73% | 68% | 949 | 68% | 82% | 65% | 60% | 49%
Retirement (Active) - Quote 31% | 30% | 39% | 92% | 81% 85% 8495 60% 86% | 46% | 84% 78% | 80%
Retirement [Active] - Actual 95% | 77% | 47% | V8% | O1% | O49% | O9% | 979% | 97% | 94% | 90% | 83% | 69%
Retirement (Deferred) - Quote 36% | 57% | 60% | 91% | 83% B9% | 88% | 9B8B% | 96% | 74% | 71% | 57% | 25%
Retirement (Deferred) - Actual 75% | 66% | 40% | 68% | 98% | O6% | O91% | 99% | 99% | 99% ( 99% | /7% | 85%
Divorce - Quote 59% | 66% | 66% | 83% | 100% | 100% | 929% | 100% | 100% | 1009% | 100% | 100% | 86%
Divoree - Actual N/A M/A N/& [ 100% | 100% | 100% | 100% | 33% 0% N/A N/A MAA NAA
Refund - Quotes 22% | 77% | 69% | 34% | 88% 88% | 795% | B88% 66% | /3% | 93% | 73% | 53%
Refund - Actual B84% | B85% | 65% | V8% | 8B8% | O19% | 95% | 85% | 82% | 67% | 69% | 61% | YB%
Deferred Benefits 62% | 679% | 62% | 80% | V9% | 61% | 96% | 77% | 95% | 93% | 83% | 86% | 84%
Transfer In (Active) - Quote 3% 6% 13% | 17% | 74% | B5% | 929 | 59% 57% | 97% | 94% | 77/% | 60%
Transfer In (Active) - Actual 1009 | 33% 96% | 27% | S56% 67% | 48% 51% T9% 0% 566 20% | 100%
Transfer Out (Active/Deferred) - Quote | 16% | 149 dop | 30% | 26% 17% | 429 | 129% | 47% | 36% 3% 10% | 30%
Transfer Out (Active/Deferred) - Actual | 73% | 100% | 100% | 94% | 1009% | 100% | 1009% | 100% | 100% | 100% | 83% | 100% | 33%
Employer Estimate - Quote 65% | 100% | 36% | 94% | 78% 05% | 94% | 92% | 81% | 95% | 100% | 98% | 92%
Member Estimate - Quote 66% | 94% S0% | 85% | 93% 90% | 87% 999 | 100% | 9296 | 981 | S49% | 96%
- - - - - - - - - o - o . loiner 100% | 100% | 100% | 99% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
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Weighted Average 71% | 77% | 73% | 79% | 90% | 88% | 91% | 80w | 91% | 87% | sow | 83w | sow




KPI Cases Outstanding

Total KPI's outstanding — Apr 2024 to Apr 2025

2958

2546

2066

1897

SC0T/Y0/LT /M

SZ0T/E0/9T 1/M

S702/20/9T 3/M

SZTOT/TO/TT /M

PTOT/TT/ST I/M

PEZOT/TT/LT 3/M

¥C0C/OT/ET IM

YT0T/60/ST IM

¥T0Z/80/TT IM

Ye0e/L0/PT M

¥T0T/90/60 IM

¥T0Z/S0/TT IM

¥20C/PO/PT IM




KPI Cases Outstanding 31+ Days

KPI's outstanding over 31 days — Apr 2024 to Apr 2025
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KPI’'s case by age % - Apr 2024 to Apr 2025
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Outstanding KPI Tasks by Age %
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Service performance — plan v’s actual — March 2025
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