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LPPA Casework Performance October 23 — September 24 (Cumbria)

------ Target The quarterly SLA performance was 97.8% Total completed cases included for each month.
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LPPA Contact Centre Call Performance October 23 — September 24 (Cumbria)

Average wait time (mm:ss)
CALLS ANSWERED CLIENT SPECIFIC
Quarterly average wait time was 2 minutes 35 seconds
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LPPA Operational Service 2023 / 2024

LPPA service has significantly improved over the last 12 months:

v" Operational casework performance against overall Service Level Agreements (SLAs) was consistently above the 95% target

throughout the last 12 months.

v Contact centre performance average call wait time consistently below the targeted 4-minute wait time in the last 12 months

(improvements through additional staff recruitment, improved training and processes).
v" Member complaints have reduced by 50% in the last 12 months (through improved processes).
v' LPPA focus in on improvements to the end-to-end member experience, working collaboratively with partner Funds to improve:
v" Timeliness and quality of retirement notification from employers
v' LPPA internal processes and culture

v Timeliness of AVS disinvestment
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Monthly returns and improvements to the employer portal

Employer portal improvements delivered in 2024
v’ Self-service reporting for employers (including detail around last submitted monthly file)

v" Automated processing of leavers from the monthly data file (from March 2024, employers no longer required to submit

separate leaver forms for certain cases)
v" Improved data file upload process
v Viewing submitted forms (all member forms now visible in the portal)

v' Employers can generate member estimates (standard retirement, redundancy and Tier 1/ 2 / 3 Ill Health)
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Monthly returns and planned developments 2024 / 2025

LPPA recognise that further developments are needed to improve the service for employers

v" Improve the portal performance — monthly files should be quicker to process for the employer and LPPA, and the

submission process could be more ‘user-friendly’.

v Validations — functional improvements will enable employers to resolve data queries at the point of submission (and

improve TPR scores for fund clients).

v" Online form improvements — feedback from employers highlight that forms are unclear (not easy to understand) and

too much information is being requested that isn’t required.

v Additional user functionality is planned before the end of 2024 (and ongoing) — this includes improved search function

(by payroll reference), filtering work-feed queries and bulk reassignment of queries (to colleagues).

LPPA will ensure that any employer system development is communicated in a timely manner and kept to a

minimum, to limit impact on employers, their IT suppliers and payroll providers.
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Service Improvement - Automation

v" Automation can be driven from employer monthly returns,

Following migration to a new pensions administration system system processes and other employer/member activity.

during 2022, LPPA is now levering workflow functionality to

automate key processes. This has initially started with the ¥ Key learning to date is that good automation is predicated on

following processes: the quality of information received from employers.

m v Further automation is planned, including:
Refund quotes — 57% of refund U
quotes now automated

Deferred statements

Active CAR%S&B Retirement Retire Online Functionality (for

L active and deferred)

Member and Employer Chase

Automated deferred retirement Activity (email and letter) — we Track My Case — ability to track a
quote send over 2k automated chases case via the member portal
each month




Artificial Intelligence

LPPA is beginning to harness Al to improve service and controils....

Culture Al
« Low-cost product “Human Risk Management” platform to reduce the chance of a cyber incident and data leakage.

 Allows LPPA to:

Run intelligent, continuous Detect security risk behaviours Detect Software as a Service
phishing campaigns (an (such as weak password use usage to ensure employees are
improvement from the one-off and avoidance of Multi Factor not using potentially dangerous
large campaigns) Authentication (MFA)) apps or websites

« Provides employees with an individual risk score that can be used to identify and address training needs.
Other Al
« Reading and routing of inbound documents; analysis of customer feedback.
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Improving the Cumbria member experience — measuring satisfaction levels
LPPA Contact Centre ratings (last 12 months) — Cumbria specific
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“How satisfied are you with the overall service you have  “In connection with the adviser you have just spoken to,
received from LPPA?” how satisfied are you with the service they provided?”
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Improving the Cumbria member experience — measuring satisfaction levels

v

Member satisfaction is increasing across all areas. Retirement satisfaction has increased — in September, Cumbria retirement

satisfaction was at 58% (up from 27% in April 2024)

Process re-engineering and automation, together with a focus on employer performance, will drive further improvements in the next 12

months.

Measurement of member satisfaction has evolved and highlights the (relatively) low numbers of respondents to our monthly survey (60%

to 70% of those surveyed do not respond)

Analysis highlights the impact that delays in AVC disinvestment, and late retirement notification from employers, has on the (usually)

lower satisfaction scores from Active members.

These insights, along with qualitative feedback from the surveys, are being used to improve operational processes and communications,

with the aim to continue to drive up member satisfaction.

Local Pensions Partniership




Improving the Cumbria member experience — measuring satisfaction levels

Cumbria Active Retirements (last 12 months)
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Improving the Cumbria member experience — measuring satisfaction levels

Cumbria Deferred Retirements (last 12 months)

,_ 3 ='j§§

W satisfied

Meutral

. Dissatisfied

‘ Responses

MNon responses

93.7% 76.4% 82.0% 71.9%

Q3 23/24 Q4 23/24 Q1 24/25 Q2 24/25
273 267 325

Retirements 183

processed, completed

Surveys issued
and GS){: % of retirements 159 58.2% 110 41.2% 189 58.2% 135 73.8%
Satisfied Responses 5 31% 20 182%

{as a % of surveys issued)
Dissatisfied Response
fasa % of surveys issued)
Non responses

ond as a 4 of surveys issued

Responses

MNeutral respon
aond asa % of responses
Dissatisfied Responses
andas a ¥ of responses

Local Pensions Partniership




Improving the Cumbria member experience — measuring satisfaction levels

Satisfaction with PensionPoint (member portal)

Survey question added to #e Average rating (out of 5)

PensionPoint in May 3 2
“How easy was it for you to use .
{rgam 0 regpohgey

PensionPoint?

Survey questions added to
PensionPoint in May

“Did you find the calculators
useful?”

YES
NO

75%
25%

Secondary question

“In a few words, please provide
l reasons for your score (re, how easy I'

was it for you to use PensionPoint)

dCCEesSs

log
passwort

Secondary question

“How do you think we could improve PensionPoint"
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Improving the Cumbria member experience — measuring satisfaction levels

Google ratings (Contact Centre)

| ool Pensions Peitnendin Actions taken to improve Member Satisfaction:
Administration (LPPA)
41 1. Improving timeliness of monthly data returns (monthly).
R 2. Automated processes (auto deferred retirement quote,
leading to other automations in next 12 months) speed up the
. retirement process.
3. Deep-dive into retirement cases (understanding reasons for
o Sves— dissatisfaction, including delays in employer notifications and
AVC disinvestment).
'. i 4. Improvements in communications:
s s e, et a. Review of Retirement letters completed (accreditation with
Lo s Plain English campaign and ‘Crystal Mark’).
b. Retirement newsletters (age >55 active members) focused on
@ 11 rovown S5 3 months’ notice of intention to retire given to employers.
” c. Improvements to Member Retirement pages of LPPA website.
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Communications and Training
Employer Training

v" These online training sessions, all bookable on the LPPA website, cover a variety of topics including:

Submitting Scheme Leavers (support on how to provide leaver details)

UPM Employer Portal (functionality and processes)

Submitting Monthly Returns (how to upload files and resolve queries)

LGPS Scheme Essentials (calculating final pay, CARE pay and assumed pensionable pay)
Managing Absence and lll Health

Employer Responsibilities (support for HR and Payroll staff)

v" LPPA has also delivered training sessions to Cumbria members, including Making Sense of Your Pension (new

starters) and Making Sense of Retirement (retiring members).
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Communications and Training

Communications

Employer Focus

v Supporting Cumbria employers with navigation of the UPM portal and improving functionality.

v' Training and additional resources to help employers complete their monthly return accurately and timeliness of
submission.

v" Responding to employer enquiries and the escalation of priority cases.

Member Focus

v Providing statutory updates to members (ABS, P60, Annual Allowance).

v'Issuing online newsletters to members.

v" Developing online support resources, including a guide to understanding your Annual Benefit Statement.
v

Improving access to pension information on the LPPA website (search facility, contact form improvements, user guides
and FAQ videos), and increase Cumbria member registrations on PensionPoint to encourage self-service.
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PensionPoint Registration

Benefits of encouraging members to register to PensionPoint:

1. View annual benefit statements, P60s, payslips and other important documents ... online and
securely.

2. Calculate pension benefits and run retirement estimates, as often as you like.

3. Nominate a beneficiary (who would you like to receive a lump sum in the event of your death)

4. Amend personal details (update your name, address and contact details)

Across all Cumbria employers, 46% of active members are registered with PensionPoint.

The LPPA communications team has an ° ' on their website that provides employers with
online resources to promote the benefits of PensionPoint in the workplace.



https://www.lppapensions.co.uk/employers/employer-essentials/employer-toolkit/

Cumbria employer performance (measurement)
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LPPA actively measuring employer performance using the following metrics:

a. Monthly Returns (timeliness of upload via portal, and whether employers are up-to-date in their submissions)
b. Data Queries (measuring the quality of the data upload)
c. Retirement Leaver Forms (are they submitted at least 30 days before the members retirement date

Data shared with client funds, and used to inform employer intervention (additional support, enrol employers on training sessions)
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LPPA Projects: McCloud (LGPS remedy)

Data

v" Submission of data from employers is key to the success of McCloud remedy. Employers were given a deadline of 31st March for final data submission. Members will
have the opportunity to query anything they think is incorrect as part of the remedy process.

v Eligibility flags are now in place for Cumbria remedy members.

v Once member data has been validated, the deferred choice underpin will apply — but will fail if the required data is not in UPM. Member data is validated at employer
level.

Cases where benefits are coming into payment now

v Current position for those retiring now — underpin applies for member data that has been validated; where data hasn’t been validated, we will revisit those cases (in
bulk) when UPM functionality is delivered later in 2024.

Retrospective cases - benefits are already in payment

v" No cases have been processed to date. Further UPM releases are expected through 2024 to support the retrospective work.

ABS

v No changes to the LGPS ABS process for 2024 (a standard ABS was issued by 31st August 2024 ) with the underpin included in the 2025 ABS.
Key risks

v System functionality release delays/issues

v Outstanding areas of guidance
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LPPA Projects (Pension Dashboard)

Pensions Dashboard aim is for pension scheme members to be able to access all their pensions information online, securely and all in one place
Connection date for public sector schemes is 315t October 2025. Fines will be levied for late connection (to the Funds).

Civica are our Integrated Service Provider

Project is in flight at LPPA with dedicated Project Manager

Regular Pensions Dashboards round tables will be arranged to inform clients and provide opportunities to ask questions (these worked well for McCloud)

SN X X X X

LPPA is leveraging professional peer network to inform our approach and proactively measure risk (some peers have connection dates ahead of LPPA).

Key challenges:

<

Business readiness - Unknown demand into LPPA and how to manage this. Spikes in enquiries may be driven by PR that we are not in control of (by
Government, media and dashboard providers). Aim is to drive self-service as much as possible.

Matching criteria (intention is to adopt PASA recommended).
AVCs — there are 3 options, large AVC providers appear to be willing to accept only one — which could make for a poorer member experience.

Civica resource — already stretched on McCloud and needs proactive management from LPPA.

<N X X

Efficient communication to all impacted audiences.
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ANY QUESTIONS?
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