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KPIs & service 
performance



SLA monthly performance average January 2025 to January 2026
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KPI’s case by age % - Jan 2025 to Jan 2026
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Outstanding KPI Tasks by Age %

KPI Cases Outstanding Under 31 Days % KPI Cases Outstanding +31 Days %



Service performance – plan vs. actual – Jan 2026

5

55%

60%

65%

70%

75%

80%

85%

90%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Q1 2024 Q2 2024 Q3 2024 Q4 2025 Q1 2025 Q2 2025 Q3 2025 Q4 2026

Service Level TrendWeighted quarter average 

70%

86% 82%

72%

90% 90% 90%

Member journey 

improvements in 

2026-27 Roadmap



Administration 
Roadmap



2025 and beyond – key priorities achieved 
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• Fully resourced

• Fully trained

• Ongoing development and 

opportunities

• Identify future rising stars and key 

people of the future

• Within SLA for all KPIs

• Meet needs of Pensions 

Dashboards  

• Employers understand responsibility

• Data turnaround 30 days

• Compliance with regulatory changes 

i.e. McCloud  

• Data cleansing to support Triennial 

valuation

• Effective controls, proportionate to 

risk

• All process mapped

• Consistent processes

• Clear and concise user guides & 

training

• Automation of key processes

• Member portal upgrade to unlock 

the digitalisation of processes:   

‐ facilitating accurate estimates & 

transfer outs and 

‐ improving member security 

• Increased member engagement via 

portal

• Develop employer portal

• Transition to hosting solution   

People Performance Processes
Digital

transformation

Excellent Progress Excellent Progress Improvements started Improvements started



2025-26 Administration projects delivered
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Software supplier 

procurement 

Dashboard ISP 

connection

Administration 

Strategy

Telephony system 

enhancement

Triennial valuation 

support
McCloud

compliance

Regulatory / Foundation

Hybrid mail 

implementation
Data cleanse tool

implementation

Hosting 

migration

Employer 

engagement

Member portal 

upgrade

Employer portal 

MFA

Aggregation 

improvements

Status 2 

improvements

Transformation

Key

Procurement

Member impacts

Software implementation

Process improvements

Employer impacts



2026-27 focus – member experience & operational efficiency
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Maximise member portal sign-ups

Prepare for Dashboard public launch

Comply with regulations (McCloud, Access)

Move member journeys online - building block approach

Continue process improvements - operational efficiency & risk control



Financial Year Quarters Q4 25/26 Q1 26/27 Q2 26/27 Q3 26/27 Q4 26/27 Q1 27/28 Q2 27/28 Q3 27/28

Calendar months Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Year End

Annual Benefit Statement

Pension Savings Statement

Annual Report

Payroll YE

McCloud remedy

Pension Dashboard 
readiness

Access & 
Fairness/Protection

1 Dec deadline 1 Dec deadline

31 Mar YE

30 Jun YE sign-off

31 Mar YE

30 Jun YE sign-off

31 Aug deadline 31 Aug deadline

6 Oct deadline 6 Oct deadline

2026 2027

2026-27 Annual & Regulatory Projects

Completion of final elements

Ongoing – DAP (Live to Public) date to be confirmed TBC

Key:

Regulatory

Annual

Milestone

Ongoing implementation – timetable to be confirmed in Regulations

Effective date 

Fairness 

provisions
Councillors/Mayors 11 May

TBC



Financial Year Quarters Q4 25/26 Q1 26/27 Q2 26/27 Q3 26/27 Q4 26/27

Calendar months Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Websites Drupal 11 
upgrade

Telephony upgrade – 
Phase 2

Process control framework

Procurement – 
Website hosting & support

Procurement – 
Printing & Fulfilment

Procurement –
E-comms platform

2026-27 Foundation & Procurement projects

Key:

Foundation

Milestone

Procurement

Phase 1 Phase 2 Phase 3

Website upgrade improves performance, 

build tools and security.

Telephony Phase 2 introduces call recording 

and transcription facilities.

Three key supplier contracts to be re-

procured during 2026.



Financial Year Quarters Q4 25/26 Q1 26/27 Q2 26/27 Q3 26/27 Q4 26/27 Q1 27/28

Calendar months Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

New member 
onboarding

Deferred leavers – 
online (Phase 1)

Refunds – online 
(Phase 1)

Retirements – online
(Phase 1)

Enhanced Admin to 
Pay

Payslips and P60s – 
online

i-Connect 
enhancements

2026-27 Transformation projects

Key:

Transforming

Milestone

Scoping Delivery – in planning

Delivery

Multi-factor 

authentication Phase 2
Document integration

Scoping Delivery  – in planning

Bulk processing in Admin system 

will be considered as part of Deferred 

and Refund projects.

‘Online’ projects will leverage 

processing/document storage features 

in the new member portal and 

automated workflow creation.

Retirements – online will cover 

member initiated voluntary retirements 

without AVCs – both from Active 

(Paying In) and Deferred (Not Paying 

In).  We will delivery one journey 

before moving to the next.

Enhanced Admin to Pay automates 

the interface between the Admin and 

Payroll modules and improves 

controls.

i-Connect is the employer data 

submission portal.

Scoping Delivery – in planning

Scoping
Delivery – in 

planning

Delivery - in planningScoping

TBC
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