Appendix A KPI's April 2024 to March 2025

Q1 Q2 Q3 Q4
Complete | Complete | Complete | Complete
at End of | at End of | at End of | at End of
Period Period Period Period
Apr24to | Jul24 to Oct24 to Jan25 to
Category Jun24 Sep24 Dec24 Mar25
Aggregation - Send notification of 308 251 302 347
aggregation options
Deaths — Initial letter acknowledgement death 152 112 127 131
Deaths - Letter notifying amount of
dependant’s benefit = £ b i
Deferment — calculate and notify deferred
benefits 518 260 222 228
Deferret-:l into pay — process and pay lump 205 181 198 212
sum retirement grant
Divorce quote — Letter detailing cash
equivalent value and other benefits 2t i = 2
Refund — Process and pay a refund 112 82 76 88
Retirements — Letter notifying actual
retirement benefits active 1 e Ui Ui
Retirements - letter notifying actual
retirement benefits deferred 29 Adls 1 e
Retirements — Letter notifying estimate of
retirement benefits active o e e &
Retirements — letter notifying estimate of
retirement benefits deferred 8 =T 29 o
Retirements — process and pay lump sum
retirement grant active s 2 1188 [
Transfers in — Letter detailing transfer 75 89 85 90
Transfers in — Letter detailing transfer in
quote 93 132 110 95
Transfers out — letter detailing transfer 85 67 76 69
Transfers out — Letter detailing transfer out 34 492 38 37
quote
Grand Total 2349 2020 1924 2060




Appendix A KPI's April 2024 to March 2025

Percentage Complete Within Legal Target
Retirements

Deferred into pay - process and pay lump sum retirement grant

Retirements - process and pay lump sum retirement grant active

Retirements - letter notifying estimate of retirement benefits deferred

Retirements - Letter notifying estimate of retirement benefits active

Retirements - letter notifying actual retirement benefits deferred

Retirements - Letter notifying actual retirement benefits active

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0%  100.0%

H % Complete Within Legal Target Apr24 to Jun24 m % Complete Within Legal Target Jul24 to Sep24
B % Complete Within Legal Target Oct24 to Dec24 m % Complete Within Legal Target Jan25 to Mar25



Appendix A KPI's April 2024 to March 2025

Percentage Complete Within Legal Target
Transfers

Transfers out — Letter detailing transfer out quote

Transfers out — Letter detailing transfer out quote

Transfers in - Letter detailing transfer in quote

Transfers in - Letter detailing transfer

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%

H % Complete Within Legal Target Apr24 to Jun24 m % Complete Within Legal Target Jul24 to Sep24
B % Complete Within Legal Target Oct24 to Dec24 m % Complete Within Legal Target Jan25 to Mar25



Appendix A KPI's April 2024 to March 2025

Percentage Complete Within Legal Target
Deaths & Divorce

Divorce quote - Letter detailing cash equivalent value and other benefits

Deaths - Letter notifying amount of dependant’s benefit

Deaths - Initial letter acknowledgement death

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%

H % Complete Within Legal Target Apr24 to Jun24 m % Complete Within Legal Target Jul24 to Sep24
B % Complete Within Legal Target Oct24 to Dec24 m % Complete Within Legal Target Jan25 to Mar25



Appendix A KPI's April 2024 to March 2025

Percentage Complete Within Legal Target
Deferred, Refund and Aggregation

Refund - Process and pay a refund

Deferment - calculate and notify deferred benefits

Aggregation - Send notification of aggregation options

0.0% 20.0% 40.0% 60.0% 80.0% 100.0% 120.0%

W % Complete Within Legal Target Apr24 to Jun24 m % Complete Within Legal Target Jul24 to Sep24
H % Complete Within Legal Target Oct24 to Dec24 m % Complete Within Legal Target Jan25 to Mar25



