4.1 (Annual) - Deliver a high quality, friendly and
informative service

Measure Purpose: Deliver a high quality, friendly and informative service to all beneficiaries, potential beneficiaries and employers
at the point of need

Scope: Communication and administration turnaround times, scheme member appeals, payment errors

Measure Owner: Jody Evans Data lead: David Tucker/Joel Ellner/Daniel Chessell/Matt Mott
Status

Previous Current Previous Current Target CIPFA

value value status status Average

4.1.1 Letter detailing transfer in quote issued
within 10 working days (188 cases) (208 in 86.5% 89.1% A A 95.0% n/a
2015/16)
4.1.2 Letter detailing transfer out quote issued
within 10 working days (765 cases) (671 in 87.9% 89.3% A A 95.0% n/a
2015/16)
4.1.3 Letter detailing process of refund and
payment made within 5 working days (1,106 95.5% 95.3% 95.0% n/a
cases) (890 in 2015/16)
4.1.4 Letter notifying estimated retirement benefit
amount within 10 working days (2,346 cases) 98.2% 98.1% 95.0% n/a
(4,047 in 2015/16)
4.1.5 Letter notifying actual retirement benefits
and payment made of lump sum retirement grant o o o
within 5 working days (2,517 cases) (2,178 in 99.2% | | 99.3% 95.0% n'a
2015/16)
4.1.6 Letter acknowledging death of active
/deferred / pensioner member within 5 working 99.7% 99.7% 95.0% n/a
days (1,106 cases) (1,266 in 2015/16)
4.1.7 Letter notifying the amount of dependent's
benefits within 5 working days (1,106 cases) 95.4% 96.2% 95.0% n/a
(1,266 in 2015/16)
4.1.8 Calculate and notify deferred benefits within
10 working days (2,436 cases) (4,327 in 2015/16)| 85.2% 88.7% A A 95.0% n/a
4.1.9 Annual benefit statements issued to active
members of LGPS (Career Average) by 31 100.0% 100.0% 100.0% n/a
August.
4.1.10 Annual benefit statements issued to
deferred members by 30 June. 100.0% 100.0% 100.0% n/a
4.1.11 New IDRP appeals during the year (per 0.01 0.02 Gy the n/a
one thousand members)
4.1.12 IDRP appeals - number of lost cases 0.00 0.00 - Gy tbc n/a
4.1.1 - 4.1.8 The Fund is aiming for a target of 95%. Above 95% = green, above 85% = amber, below 85% equals red. i
4.1.9 Annual Benefit Statements were issued to all active members by 31 August 2017.
4.1.10 Deferred members statements were issued in June 2017.
4.1.11 & 4.1.12 The CIPFA benchmarking statistics no longer include IDRP measures.
Revised targets are under considerations

Page 42 of 172



