Appendix 1 — Administration Performance

1. Pension Service Administration Key Performance Indicators for the Period 1 January to 31 March 2026

Current Pension Service Administration
Key Performance Indicators

RAG Current

status No of
KPIs

Green 28

Amber

Red

TOTAL |42




Function/Task | Indicator Minimum Month Total Cases Cases % RAG Comments
Service cases completed | completed | completed
Level completed | withinthe | underthe | within the
minimum minimum minimum
Service Service Service
Level Level Level
Deaths Communication issued with 95% January 73 72 2 97 Green SLA target met
recorded of acknowledgement of death February 59 59 0 100 Green | SLA target met
active, of active, deferred, March 59 59 0 100 Green SLA target met
deferred, pensioner and dependent
pensioner and | member within 5 working
dependent days.
members.
Deferred Communication issued to 90% January 57 54 3 97 Green SLA target met
member deferred member with February 168" 113 55 67 Red | SLA target not met
retirements pension and lump sum March 120 107 13 89 Amber | SLA target not met
options (quotation) within 15
working days of receiving all
relevant and accurate
information
Deferred Communication issued to 90% January 99 89 10 89 Amber | SLA target not met
benefits deferred member with February 111 108 3 97 Green | SLA target met
confirmation of pension March 94 89 5 94 Green | SLA target met
and lump sum options
(actual) within 15 working
days of receiving all relevant
and accurate information
Active member | Communication issued to 90% January 4 3 1 75 Red | SLA target not met
retirements active member with pension February 1 1 0 100 Green SLA target met
and lump sum March 7 5 2 71 Red | SLA target not met
options (quotation) within 15
working days of receiving all
relevant and accurate
information
Active benefits | Communication issued to 95% January 36 31 5 86 Amber | SLA target not met
active member with February 49 42 7 85 Amber | SLA target not met
confirmation of pension and March 50 41 9 82 Red | SLA target not met

lump sum options (actual)
within 15 working days of
receiving all relevant and




Function/Task | Indicator Minimum Month Total Cases Cases % RAG Comments
Service cases completed | completed | completed
Level completed | withinthe | underthe | within the
minimum minimum minimum
Service Service Service
Level Level Level
accurate information
New Communication confirming 95% January 12 12 0 100 Green | SLA target met
dependent the amount of dependent’s February 32 32 0 100 Green SLA target met
member pension issued within 10 March 25 23 2 92 Amber | SLA target not met
benefits working days of receiving all
relevant and accurate
information
Member Provide member estimates 90% January 57 30 27 52 Red | SLA target not met
estimates requested by scheme February 23 16 7 69 Red | SLA target not met
requested member and employer March 46 19 27 41 Red | SLA target not met
either by within 15 working days of
scheme receiving all relevant and full
member and information
employer
Transfers in Communication issued to 90% January 32 32 0 100 Green SLA target met
(including scheme member with February 92 80 12 86 Amber | SLA target not met
interfunds in, completion of transfer in March 49 46 3 93 Green SLA target met
club within 15 working days of
transfers) receiving full information
Transfers out [ Communication issued to 90% January 42 39 3 92 Green SLA target met
(including scheme member with February 59 56 3 94 Green SLA target met
interfunds out, | completion of transfer out March 48 44 4 91 Green SLA target met
club within 15 working days of
transfers) receiving full information
Refunds Payment of refund is 90% January 38 35 3 92 Green SLA target met
approved within 10 working February 33 31 2 92 Green SLA target met
days of receiving relevant March 47 46 1 97 Green SLA target met
and accurate information
Divorce Issue divorce quotation 90% January 13 13 0 100 Green SLA target met
quotations within 45 working days of February 1 1 0 100 Green| SLA target met
issued receiving all relevant and March 13 7 6 53 Red | SLA target not met




Function/Task | Indicator Minimum Month Total Cases Cases % RAG Comments
Service cases completed | completed | completed
Level completed | withinthe | underthe | within the
minimum minimum minimum
Service Service Service
Level Level Level
accurate information
Actual divorce | Communication issued 90% January 0 0 0 0 Green SLA target met
cases following actual divorce February 0 0 0 0 Green SLA target met
proceedings i.e application March 1 1 0 100 Green SLA target met
of a Pension Sharing Order
within 15 working days of
receiving full information
New joiner Communication issued to 90% January 354 354 0 100 Green SLA target met
notifications new starters within 40 February 602 602 0 100 Green| SLA target met
working days of receiving all March 430 430 0 100 Green | SLA target met
relevant information.
Notify leavers | Notify leavers of deferred 90% January 131 125 6 95 Green | SLA target met
of deferred benefit entitlement within 30 February 115 111 4 96 Green| SLA target met
benefit working days of receiving all March 172 164 8 95 Green SLA target met
entitlement relevant information.
Green: Equal to or above Service Level Agreement (SLA) target.
Amber: Below SLA target, but number completed within target is within 10% of the SLA target.
Red: Below SLA target and number completed within target is not within 10% of the SLA target.

*For the deferred member retirements quotation KPI, the increased volume of cases recorded in February 2026 reflects the team’s efforts to clear a backlog of requests. Going
forward, cases are now being allocated and processed in a timely manner.




2. Customer Journey Key Performance Indicators (statutory) for the Period 1 January to 31 March 2026

Function/Task Indicator Month Completed Within Under Minimum | % Within Minimum
Minimum Service Service Level Service Level
Level
Provide basic 2 months from January 383 354 38 90
scheme date of joining or February 624 602 22 96
information to new | member’s request. March 496 430 66 86
joiners.
Provide transfer 2 months from January 46 33 13 72
details for transfer | date of request. February 30 25 5 83
in. March 42 35 7 83
Provide details of | 3 months from January 52 42 10 81
transfer value for | date of request. February 54 48 6 89
transfer out. March 56 47 9 84
Provide a CETV Within 3 months of January 13 9 4 69
quotation for the request (or February 1 0 1 0
divorce purposes. | shorter deadline March 13 9 4 69
as specified in a
court order).
Inform members As soon as January 262 237 25 90
who leave the practical and no February 252 218 34 86
scheme before more than 2 March 230 203 27 88
retirement age of | months of leaving.
their rights and
options.
Inform members Within 2 months of January 23 14 9 61
who leave the retirement date February 33 19 14 58
scheme at or after | where the member March 28 12 16 43

retirement age of

retires before




Function/Task Indicator Month Completed Within Under Minimum | % Within Minimum
Minimum Service Service Level Service Level
Level

the benefits due. normal pension

age.
Inform members Within 1 month of January 9 4 5 44
who leave the retirement date February 12 2 10 17
scheme at or after | where the member March 19 6 13 32
retirement age of | retires on or after
the benefits due. normal pension

age.
Calculate and As soon as January - - - -
notify possible, but in February - - - -
dependant(s) of any event no more March - - - -
amount of death than 2 months of
benefits. date or becoming

aware of death.
Notify Within 21 days of January - - - -
implementation the later of, the February - - - -
information after date of receipt of March 1 0 1 0

receiving a
pension sharing
order (and no
outstanding
information)

the pension
sharing order or
the day on which
the order takes
effect or the date
of receipt of the
relevant
documents /
information.




3. Timeliness of payment of scheme employer and member pension contributions

% % % %
Month/Year of Employers Paid on of Employers Paid Late of Employers that of Employers that
Time Submitted Schedule on Submitted Schedule

Time Late

April 2025 100 0 97.5 2.5
May 2025 99.8 0.2 100 0
June 2025 99.8 0.2 100 0

July 2025 99.5 0.5 99.5 0.5

August 2025 100 0 99.6 0.4
September 2025 100 0 100 0
October 2025 100 0 100 0
November 2025 100 0 100 0
December 2025 100 0 100 0
January 2026 100 0 100 0
February 2026 99.8 0.2 100 0
March 2026 100 0 100 0

Average for period 99.9 0.1 99.7 0.3




4. Occurrences of breaches of the law

There are many laws relating to the Local Government Pension Scheme, with various individuals, including the Pension Committee and Local
Pension Board both (collectively and as individuals) having a statutory duty to report material breaches of those laws to the Regulator. The
Cambridgeshire Pension Fund maintains a record of both material breaches that are reported to the Pensions Regulator as well breaches that are
deemed not to be of material significance and so are not reported to the Pensions Regulator.

For the period 1 January to 31 March 2026 the following breaches of the law occurred:

Type of breach | Detail of breach Course of action

Material None None

Non-material 19 refunds of contribution | No further action at this stage, legislation surrounding this is expected to be amended
payments were paid from Autumn 2026 to remove the 5-year requirement.
outside of the statutory 5-
year period.
2 refund of contribution Unauthorised payments made with the members electing to self- declare to the
payments paid to a HMRC.
member over the age of
75.
Missed statutory targets Customer journey KPIs are reliant on multiple parties in order to meet statutory
against Key Performance requirements. The Pensions Service is only in control of its own processes and
Indicators. therefore breaches may occur where responsibility lies outside of the service.




5. Details of any Internal Dispute Resolution Procedure cases

Stage 1: None
Stage 2:

Nature of Dispute

Date Dispute
Received

Date Decision Due

Stage 2 Member complaint
upheld/not upheld/partially
upheld
(Monitoring Officer)

Date of Adjudication

Employer related, ill health process
from active employment

15/07/2025

14/09/2025

Decision due by 14/09/2025
extended to future date,
awaiting confirmation from
Monitoring Officer

Extended to 15/11/2025

Further extended to
31/03/2026

Extended further to 30 April
2026 due to waiting for further
medical evidence and
additional referral to IRMP

Ongoing

Employer related, ill health process
from active employment

01/05/2025
The member
has disputed
the Stage 1
decision

31/03/2026
The Monitoring
Officer requested
additional
information from
the member’'s GP
and former
employer on 16
December 2025.
Once this is
received, the
Monitoring Officer
will be able to
make a decision.

31/03/2026
Subject to agreement with CPF
Monitoring Officer
Extended further to 30 April
2026 due to waiting for further
medical evidence and an
additional referral to IRMP

Ongoing




6. Overpayments

No significant overpayments were identified during the reporting period.



