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Performance Levels 

1 DEFINITIONS 

1.1 In this Schedule, the following definitions shall apply: 

"Additional 
Information" 

has the meaning given in Paragraph 2.2(a) of Part 
A; 

“Balanced Scorecard 
Report” 

has the meaning given in Paragraph 1.1(b) of 
Part B; 

"CSPS Ecosystem" has the meaning given in Paragraph 2.6 of Part A; 

“Date of Pension 
Payment” 

the specified pay date each month for ongoing 
pension payments for Members which differs 
between Members based on retirement date; 

“Data Management 
Plan” 

means the plan showing how the Supplier will 
deliver the ambitions and vision of the Data 
Management Strategy to agreed quality levels and 
timelines; 

“Interface Action(s)” means the action to be undertake by the Supplier 
on receipt of a Validated interface file from an 
Employer including: 
a) load the interface files; 
b) run validation reports; 
c) create new Member records; 
d) identify level of rejections; and 
e) report rejections to the Employer; 

“Performance 
Monitoring Report” 

has the meaning given in Paragraph 1.1(a) of 
Part B; 

“Performance Review 
Meeting” 

the regular meetings between the Supplier and the 
Authority to manage and review the Supplier's 
performance under this Agreement, as further 
described in Paragraph 1.8 of Part B; 

"Programme 
Objectives" 

has the meaning given in Paragraph 2.7 of Part A; 

"Relevant Person" has the meaning given in Paragraph 2.2 of Part A; 

“Repeat KPI Failure” has the meaning given in Paragraph 4.2 of Part A; 
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“Satisfaction Survey” has the meaning given in Paragraph 4.1(a) of 
Part B; 

“SLA Clock Time” has the meaning given in Paragraph 2.1 of Part A; 

“Tail Fail Period” has the meaning given in Paragraph 1.8of Annex 
1 (Key Performance Indicators and Subsidiary 
Performance Indicators); and 

“Validated” has the meaning given in Schedule 2.1 (Services 
Description). 
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PART A: PERFORMANCE INDICATORS AND SERVICE CREDITS 

1 PERFORMANCE INDICATORS 
1.1 Annex 1 sets out a table of the Key Performance Indicators and Subsidiary 

Performance Indicators which the Parties have agreed shall be used to 
measure the performance of the Services and Social Value by the Supplier. 

1.2 The Supplier shall monitor its performance against each Performance Indicator 
and shall send the Authority a report detailing the level of service actually 
achieved in accordance with Part B of this Schedule 2.2 (Performance Levels). 

1.3 Service Points, and therefore Service Credits, shall accrue for any KPI Failure, 
other than for a Minor KPI Failure, unless the Supplier also fails the applicable 
Tail-Fail Period, and shall be calculated in accordance with this Part A. 

2 PERFORMANCE MEASUREMENT 
2.1 Subject to Paragraph 2.2 of this Part A, where a Performance Indicator specifies 

a timescale within which the Supplier shall perform an action, the period of time 
for measuring the Supplier’s performance of that action against the specified 
timescale shall start from the time that the Performance Indicator requires the 
Supplier to perform the action and shall end at the time when the Supplier has 
performed that action ("SLA Clock Time"). 

2.2 Where the required action is to be performed following receipt of an instruction 
and/or information from the Authority, an Employer, a Member, and/or a 
Member representative (the "Relevant Person"), the SLA Clock Time for the 
performance of that action shall be paused if the Supplier notifies the Relevant 
Person and demonstrates to that Relevant Person that the instruction and/or 
information provided is not Validated. In such circumstances: 
(a) the Supplier shall provide the Relevant Person with full and clear details 

of what further instructions and/or information is required in order to 
enable the Supplier to perform the required action (the "Additional 
Information"); and 

(b) the SLA Clock Time for that action shall be paused until the Supplier 
receives or is deemed to have received the Additional Information 
whether or not that information is Validated, provided that pausing the 
SLA Clock Time for such action is without prejudice to the Supplier’s 
ongoing obligations to request repeatedly the required instruction and/or 
information from the Relevant Person in accordance with the Authority 
Requirements and/or in accordance with the process inventory element 
of the Supplier Solution. 

2.3 In relation to Paragraph 2.2(b) of this Part A, if the Supplier believes that the 
Additional Information which it has received does not make the earlier 
information and/or instruction Validated, the SLA Clock Time shall continue to 
run until the Supplier notifies the Relevant Person in accordance with 
Paragraph 2.2 of this Part A and demonstrates that the Additional Information 
is not Validated. 
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2.4 The Supplier and the Authority acknowledge that there may be situations where 
the SLA Clock Time may expire as a consequence of a Relevant Person 
repeatedly failing to provide instructions and/or information which is Validated. 
The Supplier shall be treated as having achieved the Target Performance Level 
where it demonstrates to the Authority that the KPI Failure was caused by the 
level of interaction required with a Relevant Person to source instructions and/or 
information which is Validated and provides the Authority with evidence that: 
(a) on each occasion, the Supplier reviewed and responded to the initial 

instruction and/or information provided by a Relevant Person and the 
Additional Information within two (2) days of receipt; and 

(b) the Supplier submitted weekly chasers in writing to a Relevant Person 
for any information that remained outstanding whilst the SLA Clock Time 
was paused.  

2.5 Where: 
(a) a Relevant Person (other than a Member or Member representative) 

repeatedly fails (following at least 4 (four) weekly chasers) to provide 
instructions and/or information which is Validated, the Supplier shall 
notify the Authority as soon as reasonably practicable and provide full 
details of the alleged failure. The Parties will, acting reasonably, 
endeavour to agree a correction plan with the Relevant Person who has 
repeatedly failed to provide information and/or instructions which are 
Validated; and 

(b) a Member or Member representative repeatedly fails to provide 
instructions and/or information which is Validated, the Supplier shall 
issue four (4) weekly chasers pursuant to Paragraph 2.4(b) following 
which the Supplier shall notify the Member or Member representative in 
writing that the Supplier is going to close the relevant administration 
action and that the Member or Member representative will need to re-
contact the Supplier if it wishes the Supplier to continue with the relevant 
closed administration action. 

2.6 The Supplier acknowledges one of its key responsibilities, as the Scheme 
administrator (acting on behalf of the Authority as Scheme Manager), is in 
overseeing the effective and smooth administration of the Scheme and related 
services on a holistic (i.e. not only in relation to the Services it is directly 
responsible for providing under this Agreement) and ‘end-to-end’ process basis 
across all relevant Stakeholders and Other Suppliers that interact with the 
Scheme and/or the Supplier’s Services (the “CSPS Ecosystem”). 

2.7 As the key service provider at the centre of the CSPS Ecosystem the Supplier 
is required to perform the Services in accordance with this Agreement and also 
to collaborate with relevant Stakeholders and Other Suppliers, in order to 
support the delivery of an integrated ‘end-to-end’ administration solution which 
underpins the desired outcomes of the Future Services Programme (including 
the 7 pillars of success) (“Programme Objectives”). The Supplier shall work 
together with representatives of relevant Stakeholders and Other Suppliers as 
a team with a common goal to ensure the Programme Objectives are achieved. 
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In this regard the Supplier shall act proactively and in the best interests of the 
Scheme Manager in: 
(a) identifying issues and problems in the CSPS Ecosystem and shall report 

these to the Authority promptly upon becoming aware; 
(b) working collaboratively with relevant Stakeholders and the Other 

Suppliers to develop strategies for the early identification and 
assessment of problems and/or risks relating to ‘end-to-end’ processes 
relating to the CSPS Ecosystem, and the mitigation of such problems 
and risks; 

(c) undertaking root cause analysis of problems discovered with services 
and/or processes in the CSPS Ecosystem and the Supplier will share 
promptly with the Authority the results of such analysis and 
recommendations for remedying such problems; 

(d) working collaboratively with relevant Stakeholders and the Other 
Suppliers to solve problems quickly so there is minimal disruption to the 
effective and smooth administration of the Scheme and related services 
across the CSPS Ecosystem. Any disputes between the Supplier, 
relevant Stakeholders and the Other Suppliers as to culpability for 
problems shall not impede resolution of the relevant IT service or 
administration process problem to the Authority’s satisfaction; 

(e) complying with its obligations to collaborate and cooperate with relevant 
Stakeholders and Other Suppliers in accordance with the relevant 
‘Supplier Covenants’ in Clause 5 to support good and efficient service 
performance across the CSPS Ecosystem (including the Services); 

(f) providing early warning to the Authority, relevant Stakeholders and any 
Other Suppliers where it believes that there has been, or is likely to be, 
any failure on the part of the Supplier to carry out its obligations and 
responsibilities that may have, or threatens to have, a detrimental effect 
on the quality of performance of its obligations or the services provided 
under the Other Supplier’s respective agreement with the Authority 
(including as to the efficiency or cost to the Authority of their supply; 

(g) promoting the principle of co-operative behaviour and overall cost 
efficiency including avoiding any avoidable duplication of work between 
Stakeholders and Other Suppliers. For the avoidance of doubt, if this 
Agreement or any Project SOW or Employer SOW allows for the 
performance of a certain obligation in different ways, then the Supplier 
shall in good faith: (i) take the cost impact of its choice on the relevant 
Stakeholders and Other Suppliers into consideration when making such 
choice; and (ii) refrain from knowingly choosing an option which would 
significantly and without justification increase the costs to any of the 
relevant Stakeholders, Other Suppliers or the Authority; and 

(h) taking responsibility for its circumstances and the choices it makes either 
through its action or failure to act as well as the intended and unforeseen 
consequences of any of its actions. The Supplier should focus on the 
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solution to a problem or issue rather than seeking to blame the Authority, 
relevant Stakeholders or any Other Supplier. 

3 SERVICE POINTS 
3.1 If the level of performance of the Supplier during a Service Period achieves or 

exceeds the Target Performance Level in respect of a Key Performance 
Indicator or where the Supplier rectifies a Minor KPI Failure, where applicable, 
within the Tail Fail Period, no Service Points shall accrue to the Supplier in 
respect of that Key Performance Indicator. 

3.2 If the level of performance of the Supplier during a Service Period is below the 
Target Performance Level in respect of a Key Performance Indicator, or the 
Supplier fails to rectify an applicable Minor KPI Failure within the Tail Fail 
Period, Service Points shall accrue to the Supplier in respect of that Key 
Performance Indicator as set out in Paragraph 3.3 of this Part A. 

3.3 The number of Service Points that shall accrue to the Supplier in respect of a 
KPI Failure shall be the applicable number (taking into account Paragraph 1.8 
of Annex 1) as set out in the table in Annex 1 depending on whether the KPI 
Failure is a: 
(a) Minor KPI Failure; 
(b) a Serious KPI Failure; or 
(c) a Severe KPI Failure, 
unless the KPI Failure is a Repeat KPI Failure in which case the provisions of 
Paragraph 4 of this Part A shall apply. 

4 REPEAT KPI FAILURES AND RELATED KPI FAILURES 
Repeat KPI Failures for KPI PI 7(a) 

4.1 If a KPI Failure occurs in respect of KPI PI 7(a), the incremental Service Credits 
identified in the table in Annex 1 shall apply as set out therein. 

Repeat KPI Failures for all KPIs (except for KPI PI 7(a)) 

4.2 If a KPI Failure occurs in respect of the same Key Performance Indicator 
(except for KPI PI 7(a)) in any two consecutive Measurement Periods, the 
second and any subsequent such KPI Failure shall be a repeat KPI Failure 
(“Repeat KPI Failure”). 

4.3 The number of Service Points that shall accrue to the Supplier in respect of a 
KPI Failure that is a Repeat KPI Failure shall be calculated as follows: 
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SP = P x M 

where: 

SP =  the number of Service Points that shall accrue for the Repeat KPI 
Failure; 

P =  the applicable number of Service Points for that KPI Failure as set 
out in Annex 1 depending on whether the Repeat KPI Failure is a 
Minor KPI Failure, a Serious KPI Failure, a Severe KPI Failure or 
a failure to meet the KPI Service Threshold; 

M = the applicable multiplier being: 
(a) 2 where the Repeat KPI Failure is a KPI Failure at the 

same level of KPI Failure or a worse level of KPI Failure 
than the KPI Failure in the previous Measurement Period; 
or 

(b) 1.25 where the Repeat KPI Failure is a KPI Failure at a 
lesser level of KPI Failure than the KPI Failure in the 
previous Measurement Period. 

 

 Worked example for the varying levels of KPI Failure over a four (4) month 
period to clarify how variable performance affects the ratchet: 

Code Title Description Definition FOM PI 
Type 

Severity 
Levels 

Measurement Service Points 

PI 3 Member 
records 
maintenance 

The Supplier 
shall process 
personal data 
changes for 
Members. 

On receipt of the 
request, the 
Supplier shall 
within five (5) days 
validate and 
update personal 
details. 

M KPI Target 100% 0 

Minor 99-99.99% 

0 or 1 (see 
Paragraph 1.8 in 
Annex 1 to this 

Schedule)  

Serious 98-98.99% 

0 or 3 (where 
applicable, see 

Paragraph 1.8 in 
Annex 1 to this 

Schedule) 

Severe 96-97.99% 

0 or 7 (where 
applicable, see 

Paragraph 1.8 in 
Annex 1 to this 

Schedule) 

Threshol
d <96% 11 
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Worked example for calculating actual Service Points due to repeat failures 

1st Worked Example for PI3 

 Target 
Performance 

Actual 
Performance 

Applicable 
Service 
Points 

Repeat KPI 
Failure factor 

Service Points Inc. 
Repeat Failure Notes 

Month 
1 100% 96.5% 7 N/A 7 No repeat failure factor as it 

is Month 1 

Month 
2 100% 98.2% 3 1.25 3.75 

Actual performance is below 
target but better than Month 
1 performance so x1.25 
repeat failure factor applied 

Month 
3 100% 97.3% 7  2 14 

Actual performance below 
target and below Month 2 
performance so x2 repeat 
failure factor applied 

Month 
4 100% 100% 0 N/A 0 

Actual performance meets 
target so no service points or 
repeat failure factor applied 

Worked example for calculating actual Service Points due for Minor KPI Failure 
where Tail Fail Period applies: 

2nd Worked Example for PI3 

 Target 
Performance 

Actual 
Performance 

Possible Service 
Points 

Applicable 
Service points Notes 

Month 100% 99.5% 
0 or 1 (see Paragraph 
1.8 in Annex 1 to this 

Schedule) 
0 

Actual Supplier performance is below 
Target Severity Level at 99.5% but all 
failed case(s) were processed within the 
additional Tail Fail Period of three (3) 
days resulting in 0 Service Points 
accruing.  

Month 100% 99.5% 
0 or 1 (see Paragraph 
1.8 in Annex 1 to this 

Schedule) 
1 

Actual Supplier performance is below 
Target Severity Level at 99.5% and 
Supplier failed to process the failed 
case(s) within the additional Tail Fail 
Period of three (3) days resulting in 1 
Service Point accruing. 

Worked example for calculating actual Service Points where Small Number 
Relief applies (As defined in Paragraph 1.8 in Annex 1): 

 2nd Worked Example for PI3 

 

Actual 
Performance 

Severity 
Level (of 
failure to 
meet KPI) 

Number 
of cases 

in the 
month 

Possible 
Service 
Points 

Applicable 
Service 
points 

Notes 

Month 98.5% 
Serious 

KPI 
Failure 

97 

0 or 3 
(see 

Paragraph 
1.8 in 

Annex 1 
to this 

Schedule) 

0 

Actual Supplier performance is at Serious Severity 
Level at 98.5% and: 
• there were 97 cases in the month; 
• all failed case(s) in that month were processed 

within the additional Tail Fail Period of three (3) 
days; and 

• the Threshold Severity Level was exceeded;  
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so Small Number Relief (defined in Paragraph 1.8 
in Annex 1) applies resulting in 0 Service Points 
accruing.  

Month 98.5% 
Serious 

KPI 
Failure 

100 

0 or 3 
(see 

Paragraph 
1.8 in 

Annex 1 
to this 

Schedule) 

3 

Actual Supplier performance is at Serious Severity 
Level at 98.5% and: 
• there were 100 cases in the month; 
• all failed case(s) in that month were processed 

within the additional Tail Fail Period of three (3) 
days; and 

• the Threshold Severity Level was exceeded; 
so no Small Number Relief (defined in Paragraph 
1.8 in Annex 1) applies resulting in 3 Service Points 
accruing.  

Month 96.5% 
Severe 

KPI 
Failure 

99 

0 or 7 
(see 

Paragraph 
1.8 in 

Annex 1 
to this 

Schedule) 

0 

Actual Supplier performance is at Severe Severity 
Level at 96.5% and: 
• there were 99 cases in the month: 
• al failed case(s) in that month were processed 

within the additional Tail Fail Period of three (3) 
days; and 

• the Threshold Severity Level was exceeded: 
so Small Number Relief (defined in Paragraph 1.8 
in Annex 1) applies resulting in 0 Service Points 
accruing.  

Month 96.5% 
Severe 

KPI 
Failure 

90 

0 or 7 
(see 

Paragraph 
1.8 in 

Annex 1 
to this 

Schedule) 

7 

Actual Supplier performance is at Severe Severity 
Level at 96.5% and: 
• there were 90 cases in the month; 
• only 89 of the total 90 case(s) in that month 

were processed within the additional Tail Fail 
Period of three (3) days; 

• the Threshold Severity Level was exceeded; 
so no Small Number Relief (defined in Paragraph 
1.8 in Annex 1) applies resulting in 7 Service Points 
accruing.  

 

5 SERVICE CREDITS 
5.1 Schedule 7.1 (Charges and Invoicing) sets out the mechanism by which 

Service Points shall be converted into Service Credits. 
5.2 The Authority shall use the Performance Monitoring Reports provided pursuant 

to Part B to this Schedule 2.2 (Performance Levels), among other things, to 
verify the calculation and accuracy of the Service Credits (if any) applicable to 
each Service Period. 

6 RELIEF 
6.1 Where and to the extent the Supplier can demonstrate, in accordance with 

Clause 31 (Authority Cause), that a KPI Failure or an SPI Failure would not 
have occurred but for an Authority Cause, then (subject to the Supplier fulfilling 
the conditions set out in such Clause and complying with the requirements set 
out in Paragraph 2 (Performance Measurement) of this Part A): 
(a) the Supplier shall be entitled to the relief set out in Clause 31 (Authority 

Cause) in respect of the KPI Failure or SPI Failure (as appropriate) for 
the duration of the Authority Cause; and 
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(b) the time period between the time the Authority Cause commences until 
the time at which the Authority Cause ceases shall be excluded from the 
measurement of elapsed time (i.e. SLA Clock Time) in the Key 
Performance Indicators or Subsidiary Performance Indicators (as 
appropriate). 
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PART B: PERFORMANCE MONITORING 

1 PERFORMANCE MONITORING AND PERFORMANCE REVIEW 

1.1 Within seven (7) Working Days of the end of each Service Period, the Supplier 
shall provide: 
(a) a report to the Authority Representative which summarises the 

performance by the Supplier against each of the Performance Indicators 
as more particularly described in Paragraph 1.2 (the “Performance 
Monitoring Report”) of this Part B; 

(b) a report to the Authority’s senior responsible officer which summarises 
the Supplier’s performance over the relevant Service Period as more 
particularly described in Paragraph 1.4 (the “Balanced Scorecard 
Report”) of this Part B; and 

(c) a report which forecasts, on a rolling basis, the volumes of cases arising 
in respect of each of the Performance Indicators for the next six (6) 
Service Periods as more particularly described in Paragraph 1.5 
("Rolling Case Volumes Forecast Report"). 

Performance Monitoring Report 

1.2 The Performance Monitoring Report shall be in such format as agreed between 
the Parties from time to time and contain, as a minimum, the following 
information: 
Information in respect of the Service Period just ended 

(a) for each Key Performance Indicator and Subsidiary Performance 
Indicator, the actual performance achieved over the Service Period, and 
that achieved over the previous three (3) Measurement Periods; 

(b) a summary of all Performance Failures that occurred during the Service 
Period; 

(c) the severity level of each KPI Failure which occurred during the Service 
Period and whether each SPI Failure which occurred during the Service 
Period fell below the SPI Service Threshold; 

(d) which Performance Failures remain outstanding and progress in 
resolving them; 

(e) for any Material KPI Failures or Material SPI Failures occurring during 
the Service Period, the cause of the relevant KPI Failure or SPI Failure 
and the action being taken to reduce the likelihood of recurrence; 

(f) the status of any outstanding Rectification Plan processes, including: 
(i) whether or not a Rectification Plan has been agreed; and 
(ii) where a Rectification Plan has been agreed, a summary of the 

Supplier’s progress in implementing that Rectification Plan; 
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(g) for any Repeat Failures, actions taken to resolve the underlying cause 
and prevent recurrence; 

(h) the number of Service Points awarded in respect of each KPI Failure; 
(i) the Service Credits to be applied, indicating the KPI Failure(s) to which 

the Service Credits relate; 
(j) the conduct and performance of any agreed periodic tests that have 

occurred, such as the annual failover test of the Service Continuity Plan; 
(k) relevant particulars of any aspects of the Supplier’s performance which 

fail to meet the requirements of this Agreement; 
(l) such other details as the Authority may reasonably require from time to 

time; 
(m) for each Key Performance Indicator and Subsidiary Performance 

Indicator, the volumes of cases arising within each Service Period; 

Information in respect of previous Service Periods 

(n) a rolling total of the number of Performance Failures that have occurred 
over the past six (6) Service Periods; 

(o) the amount of Service Credits that have been incurred by the Supplier 
over the past six (6) Service Periods;  

(p) Performance Failures remaining outstanding from previous Service 
Periods and progress in resolving them; and 

(q) the conduct and performance of any agreed periodic tests that have 
occurred in such Service Period such as the annual failover test of the 
Service Continuity Plan. 

Employer Specific Services and Member Paid Services 

1.3 The Supplier’s performance against those Performance Indicators which relate 
to the Employer Specific Services and Member Paid Services shall be 
measured, monitored and reported under this Agreement. 
Balanced Scorecard Report 

1.4 The Supplier shall present the Balanced Scorecard Report in the form of an 
online accessible dashboard and, as a minimum, the Balanced Scorecard 
Report shall contain a high level summary of the Supplier’s performance over 
the relevant Service Period, including details of the following: 
(a) financial indicators; 
(b) the Target Performance Levels achieved; 
(c) behavioural indicators; 
(d) performance against its obligation to pay its Sub-contractors within thirty 

(30) days of receipt of an undisputed invoice; 
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(e) performance against its obligation to pay its Unconnected Sub-
contractors within sixty (60) days of receipt of an invoice; 

(f) Milestone trend chart, showing performance of the Transition Plan and 
overall Continuous Improvement Plan; 

(g) sustainability indicators, for example net zero carbon, waste 
minimisation or performance to support a circular economy; 

(h) Social Value (as applicable); and 
(i) the results of Satisfaction Surveys undertaken in the relevant Service 

Period. 
Rolling Case Volumes Forecast Report 

1.5 The Supplier shall present the Rolling Case Volumes Forecast Report to the 
Authority in the form of an online accessible dashboard and, as a minimum, the 
Rolling Case Volumes Forecast Report shall contain a summary of the 
Supplier’s forecast volume of cases arising in respect of each Performance 
Indicator over the following six (6) Service Periods adjusted as applicable to 
reflect expected changes, including details of the following: 
(a) for each Key Performance Indicator and Subsidiary Performance 

Indicator, the forecast volume of cases arising within each Service 
Period; 

(b) the total number of forecast cases arising for all Performance Indicators 
in each Service Period;  

(c) information and rationale to explain any material increase in the 
anticipated volume of cases for each Performance Indicator; 

(d) any re-allocation of Supplier resources to ensure continuity of the 
Services; 

(e) relevant particulars of any aspects of the Supplier’s performance which 
may affect the anticipated volumes of cases arising within each Service 
Period; and 

(f) such other details as the Authority may reasonably require from time to 
time. 

1.6 The Supplier shall: 
(a) carry out Satisfaction Surveys of key Stakeholders (including Members 

and Employers) in a form and at a frequency as agreed with the Authority 
from time to time; and  

(b) include the results of Satisfaction Surveys undertaken during the 
relevant Service Period in the Balanced Scorecard Report for that 
Service Period. 
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1.7 The Performance Monitoring Report and the Balanced Scorecard Report shall 
be reviewed and their contents agreed by the Parties at the next Performance 
Review Meeting held in accordance with Paragraph 1.8 of this Part B. 

1.8 The Parties shall attend Performance Review Meetings on a monthly basis 
(unless otherwise agreed) to review the Performance Monitoring Reports and 
the Balanced Scorecard Reports. The Performance Review Meetings shall 
(unless otherwise agreed): 
(a) take place within five (5) Working Days of the Performance Monitoring 

Report being issued by the Supplier; 
(b) take place at such location and time (within normal business hours) as 

the Authority shall reasonably require (unless otherwise agreed in 
advance); and 

(c) be attended by the Supplier Representative and the Authority 
Representative. 

1.9 The Authority shall be entitled to raise any additional questions and/or request 
any further information from the Supplier, to be provided within five (5) days of 
request, regarding any KPI Failure and/or SPI Failure. 

1.10 The Publishable Performance Information shall include any Performance 
Indicators and/or other performance related information which relates to any of 
the following: 
(a) the number of pensions being paid; 
(b) the Benefits accuracy level; and 
(c) contact centre performance. 

2 PERFORMANCE RECORDS 
2.1 The Supplier shall keep appropriate documents and records (including staff 

records, timesheets, training programmes, staff training records, supplier 
accreditation records, complaints received etc.) in relation to the Services being 
delivered. Without prejudice to the generality of the foregoing, the Supplier shall 
maintain accurate records of call histories and call recordings for a minimum of 
twelve (12) months and provide prompt access to such records to the Authority 
upon the Authority's request. The records and documents of the Supplier shall 
be available for inspection by the Authority and/or its nominee at any time and 
the Authority and/or its nominee may make copies of any such records and 
documents. 

2.2 In addition to the requirement in Paragraph 2.1 of this Part B to maintain 
appropriate documents and records, the Supplier shall provide to the Authority 
such supporting documentation as the Authority may reasonably require in 
order to verify the level of the performance of the Supplier both before and after 
each Operational Services Commencement Date and the calculations of the 
amount of Service Credits for any specified period. 

2.3 The Supplier shall ensure that the Performance Monitoring Report, the 
Balanced Scorecard Report (as well as historic Performance Monitoring 
Reports and historic Balance Scorecard Reports) and any variations or 
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amendments thereto, any reports and summaries produced in accordance with 
this Schedule and any other document or record reasonably required by the 
Authority are available to the Authority online and are capable of being printed. 

3 PERFORMANCE VERIFICATION 
3.1 The Authority reserves the right to verify the Supplier’s performance under this 

Agreement against the Performance Indicators. 

4 SATISFACTION SURVEYS 
4.1 In order to assess the level of performance of the Supplier, the Authority may 

undertake its own satisfaction surveys (in addition to those undertaken by the 
Supplier) in respect of key Stakeholders (including Employers and Members) 
or various groups of key Stakeholders (each such survey a “Satisfaction 
Survey”). The subject matter of Satisfaction Surveys may include: 

(a) the assessment of the Supplier’s performance by key Stakeholders 
against the agreed Key Performance Indicators and Subsidiary 
Performance Indicators; and/or 

(b) other suggestions for improvements to the Services. 

4.2 The Authority may require the Supplier to reflect in the relevant Balanced 
Scorecard Report any aspects of the Supplier’s performance of the Services 
which the responses to the Satisfaction Surveys reasonably suggest are not 
meeting the Services Description and/or any other Authority Requirements. 

5 VIRTUAL LIBRARY COMPLETENESS 
5.1 The Virtual Library shall be complete where all of the information required under 

Schedule 8.4 (Reports and Records Provisions) Annex 3 (Records to upload to 
Virtual Library) has been uploaded to the Virtual Library in accordance with 
Paragraph 4 (Virtual Library) of that Schedule. 
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ANNEX 1: KEY PERFORMANCE INDICATORS AND SUBSIDIARY PERFORMANCE INDICATORS 

1. The Performance Indicators which the Parties have agreed shall be used to measure the performance of the Services by the 
Supplier are set out in the table below. In respect of the following table: 
1.1 the column headed "Code" sets out the unique alphanumeric reference which has been allocated to the Performance 

Indicators; 
1.2 the column headed "Description" provides a brief description of the Service which the Supplier is required to provide; 
1.3 the column headed "Definition" sets out the minimum performance level to be achieved by the Supplier against the 

applicable Performance Indicator during the Service Period; 
1.4 the column headed "FOM" (Frequency of Measurement) indicates whether the Supplier is required to report its 

performance against the Performance Indicator to the Authority: at the end of each month ("M"); at the end of each 
Quarter ("Q"); at the end of each calendar year ("A"); or, only when the Supplier fails to achieve the "Target Performance 
Level"("E") (as applicable); 

1.5 the column headed "PI Type" (Performance Indicator Type) indicates whether or not the PI is a Key Performance 
Indicator (“KPI”) or Subsidiary Performance Indicator (“SPI”); 

1.6 in the column headed "Severity Levels" for each PI:  
1.6.1 "Target” refers to the Target Performance Level; 
1.6.2 “Minor” refers to either a Minor KPI Failure or Minor SPI Failure (as applicable); 
1.6.3 “Serious” refers to either a Serious KPI Failure or Serious SPI Failure (as applicable); 
1.6.4 “Severe” refers to either a Severe KPI Failure or Severe PI Failure (as applicable); and 
1.6.5 “Threshold” refers to either a KPI Service Threshold or SPI Service Threshold (as applicable);  

1.7 any reference to "days" in Target Performance Level is a reference to "Working Days"; and 
1.8 in the column headed "Service Points or amount (GBP)” in respect of all (except PI 29(a)) of the: 

1.8.1 “Minor” Severity Levels the number of Service Points for failure to meet the KPI at the “Minor” Severity Level 
shall be deemed to be 0 (zero) provided the Supplier completes one hundred per cent (100%) of cases in that 
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month within a further three (3) day period beyond the timescale for that KPI (the “Tail Fail Period”). If the 
Supplier fails to complete 100 (one hundred) per cent (100%) of cases in that month within such Tail Fail Period 
the number of Service Points shall be 1 (one) (see worked example for calculating actual Service Points due 
for Minor KPI Failure in Paragraph 4 of Part A); and 

1.8.2 “Serious” and “Severe” Severity Levels but only in instances where there are less than 100 (one hundred) 
cases in a month and the Supplier achieves at least the applicable Threshold Severity Level for that KPI, the 
Tail Fail Period shall also apply to that KPI such that where a Serious KPI Failure or Severe KPI Failure occurs 
but the Supplier completes one hundred per cent (100%) of cases within a further three (3) day period beyond 
the timescale for that KPI, no Service Points will be attributed and no Service Credits will apply in respect of 
such Serious KPI Failure or Severe KPI Failure (“Small Number Relief”) (see worked example for calculating 
actual Service Points due for Serious KPI Failure or Severe KPI Failure where the number of cases in the month 
are less than 100 (one hundred) in Paragraph 4 of Part A). For the avoidance of doubt Service Points and 
Service Credits shall always apply in respect of any Threshold Severity Level including where there are less 
than 100 (one hundred) cases in a month; 

1.9 for the avoidance of doubt the application of any Tail Fail Period and/or Small Number Relief shall apply only in relation 
to the relevant month in question and accordingly shall have no impact on the calculation of the Supplier’s performance 
of the Services in any following periods; and 

1.10 any reference to "Available Payroll" means the payroll cut-off date / shut-down date.  

 



Official Commercial  
CSPS Pension Administration Services Agreement 

Table of Performance Indicators (KPIs and SPIs) 
The Key Performance Indicators and Subsidiary Performance Indicators that shall apply to the Operational Services are set 

out in the table immediately below: 

 

Code Title Description Definition FOM PI Type Severity Levels Measurement Service Points 
or amount 

(GBP)  
(note subject to 

applicable 
relief where 
relevant in 

Paragraph 1.8 
of Annex 1) 

PI 1 Confirmation 
letters 
(Individual 
Notifications) 

The Supplier shall send a 
communication to a joiner or re-joiner 
(incl. returning optant out) on 
notification from a Member or an 
Employer. 

On receipt of the notification (e.g. 
Pension Choices form), the Supplier 
shall within ten (10) days issue 
confirmation and joiner information. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 2 Switching 
schemes 

The Supplier shall switch a Member 
between schemes on request from the 
Member. 

The Supplier shall process the switch 
request to take effect on the following 
switch date set out in the Scheme 
Rules, unless the pension switch 
request is received less than ten (10) 
days before such switch date. If this 
is the case, the Supplier shall 
process the switch request to take 
effect from the next switch date. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 
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Threshold <96% 

PI 3 Member 
records 
maintenance 

The Supplier shall process personal 
data changes for Members. 

On receipt of the request, the 
Supplier shall within five (5) days 
validate and update personal details. 

M KPI Target 100% 0 

Minor 99-99.99%  1 

Serious 98-98.99% 3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 4 Data accuracy The Supplier shall assess Common 
Data and Scheme Specific Data 
quarterly to determine the accuracy 
level of this data and subsequently 
correct such data where required to 
meet the Pensions Regulator's 
guidance: 
 

   

  

 

 (a) Common Data shall meet the 
accuracy levels set out in the 
latest agreed version of the 
Data Management Plan; and 

The Measurement is the percentage 
of all Common Data in the 
Supplier’s custody, possession 
and/or control which meets the 
agreed accuracy levels in the latest 
agreed version of the Data 
Management Plan. 
For example if only ninety-eight and 
a half (98.5%) of the Common Data 
in the Supplier’s custody, 
possession and/or control meets the 
agreed accuracy levels in the latest 
agreed version of the Data 
Management Plan then this shall be 
a Serious KPI Failure. 

Q SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 
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(b) Scheme Specific Data shall 

meet the accuracy levels set 
out in the latest agreed version 
of the Data Management Plan. 

The Measurement is the percentage 
of all Scheme Specific Data in the 
Supplier’s custody, possession 
and/or control which meets the 
agreed accuracy levels in the latest 
agreed version of the Data 
Management Plan. 

For example if only ninety-eight and 
a half (98.5%) of the Scheme 
Specific Data in the Supplier’s 
custody, possession and/or control 
meets the agreed accuracy levels in 
the latest agreed version of the Data 
Management Plan then this shall be 
a Serious KPI Failure. 

Q SPI Target 100% 

N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 5 Benefit 
accuracy 

Over a rolling six (6) month period, the 
Supplier shall carry out a review of 
Benefits, checking the accuracy of all 
calculation types and permutations of 
those calculations.  
The Supplier will carry out a 
statistically valid random sample of 
cases (based on the type and number 
of cases as agreed with the Authority) 
each month to check the accuracy and 
completeness of the calculations, the 
associated communications to 
Members and where relevant 
associated payments. 

Within a +/- 0.1% accuracy for: 

(a) lump sum payments; and 

(b) annual pension payments. 

M SPI Target 100% 

N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 6 Transfers in The Supplier shall process a transfer-
in on request from a Member by: 

      

(a) On receipt of authority from a 
Member, the Supplier shall 
contact the Member's other 

Within five (5) days. M SPI Target 100% N/A 

Minor 99-99.99% 
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pension scheme(s) as directed 
for transfer value details. 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) On receipt of transfer value 
details from the other pension 
scheme(s), the Supplier shall 
issue a transfer Quote to the 
Member. 

Within five (5) days. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) On receipt of a decision from 
the Member, the Supplier shall 
request payment from the 
ceding scheme(s). 

Within five (5) days. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(d) On receipt of transfer value from 
the ceding scheme(s), the 
Supplier shall update the 
Member's record and confirm 
the amount of the transfer to the 
Member. 

Within five (5) days. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 



Official Commercial 
CSPS Pension Administration Services Agreement 

CSPS PAS Agreement - Schedule 2.2 Performance Levels – 17.11.23 – Signature Version 
5 

Threshold <96% 

PI 7 Statutory 
pensions 
increases and 
Year End 

(a) The Supplier shall process 
statutory pension increases on 
publication of the relevant factor 
update (usually published by 
HM Treasury in February each 
year). 

By the relevant due date. A KPI Target 100% £0 

Threshold <100% 
£50,000 

Statutory pension increases not 
applied to each subsequent payroll. 

M N/A N/A £4,000 

(b) The Supplier shall update 
pension data to reflect Scheme 
pension and GMP increases 
and issue notification to 
Members. 

In time to take effect from the first 
pay-day after the first Monday in 
April. 

A SPI 
Target 100% 

N/A 

Threshold <100% 

(c) The Supplier shall issue a P60 
to each Pensioner except where 
the tax paid for that year is zero. 

By 31st May each year. A SPI 
Target 100% 

N/A 

Threshold <100% 

PI 8 Child pension 
review 

The Supplier shall monitor child’s age 
and carry out an annual review of 
pensions in payment to children to 

Annually by 31 August. A SPI 
Target 100% 

N/A 
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validate continued eligibility and 
enable cessation by relevant payment 
end date. 

Threshold <100% 

PI 9 Employer 
Interfaces 

On receipt of an interface file from an 
Employer, the Supplier shall input, 
validate and reconcile Members’ data, 
identifying any errors and seeking 
clarification where required. 

Interface Actions shall be completed 
within three (3) days of receipt of an 
interface file. 

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 10 Additional 
voluntary 
contributions 

The Supplier shall process an 
instruction from a Member to start, 
change, or stop AVCs, or other 
actions related to AVCs. 
This PI applies to the following 
transaction types: 
(a) Added years; 
(b) Added pension; 
(c) EPA (standard and 

enhanced); and 
(d) AVCs for CSAVCS. 

The Supplier shall within five (5) days 
of receipt of an instruction issue 
confirmation of AVC deductions to 
the Member, inform the Employer of 
the new deduction and inform the 
CSAVC provider of any new Member 
instruction. 
 
 

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 11 Bulk transfers The Supplier shall support and 
process bulk transfers on request 
from, and by agreement with, the 
Authority. 

Bulk transfers to be completed 
within three (3) months (or such 
longer period as agreed in the 
relevant Employer SOW) of 
execution of an Employer SOW with 
the relevant Employer.  

M SPI Target 100% N/A 

Threshold <100% 
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PI 12 Divorce The Supplier shall process awards 
and provide details in the case of 
divorce of a Member. 

      

(a) The Supplier shall provide a 
divorce valuation and pension 
sharing correspondence on 
receiving a valuation request or 
other correspondence from the 
Member; and 

(b) The Supplier shall notify 
Members and former spouses 
of relevant administration 
charges and seek payment from 
them. 

Within ten (10) days of receipt of 
request. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) The Supplier shall implement 
the order on receipt of the court 
order. 

Within ten (10) days of receipt. M SPI Target 100% 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 13 Individual 
Award 
Adjustments 

The Supplier shall process 
adjustments to individual awards. 

      

(a) The Supplier shall process 
revisions to awards and issue 
new pay instructions to the 
Member and payroll team. 

Within ten (10) days of receipt of a 
notification/request.  

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 
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Threshold <96%  11 

(b) The Supplier shall process 
Member instructions to make or 
change voluntary deductions 
(e.g. charitable donation) and 
issue a voluntary deduction 
instruction to the payroll team. 

Within five (5) days of receipt of a 
notification/request or within three 
(3) days of the next Available 
Payroll if sooner. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 14 Bulk Revisions 
to Awards 

Following receipt of notification by an 
Employer, the Supplier shall process 
bulk revisions to awards. 

Bulk revisions to be completed 
within three (3) months (or such 
longer period as agreed in the 
relevant Employer SOW) of 
execution of an Employer SOW with 
the relevant Employer.  

M SPI Target 100% N/A 

Threshold <100% 

PI 15 Early leavers This service level applies only to early 
leavers with at least three (3) months’ 
qualifying service. 

      

The Supplier shall process an early 
leaver notification from an Employer. 

      

(a) The Supplier shall provide the 
early leaver (with two (2) or 
more years' service) with all 
required information and details 
of preserved Benefits. 

Ten (10) days from receipt of 
notification. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 
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(b) The Supplier shall provide each 
early leaver with less than two 
(2) years' service at LDS with all 
required information and options 
available to him or her. 

Ten (10) days from receipt of 
notification. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) On receipt of a Validated 
decision from an early leaver 
with less than two (2) years' 
service, the Supplier shall action 
the early leaver's decision. If no 
Validated decision is made 
within six (6) months of 
notification of the options 
available the Supplier shall 
process a refund. 

Ten (10) days from receipt of 
notification. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 16 Transfers out The Supplier shall process a transfer-
out on request from a Member. 

      

(a)  On receipt of a Member's 
instruction, the Supplier shall 
calculate the transfer value and 
pass all relevant information to 
the Member or receiving 
scheme as appropriate. 

Ten (10) days from receipt of 
instruction. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 
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(b) The Supplier shall carry out all 
required checks and process 
the transfer payment on receipt 
of all required information. 

Ten (10) days from receipt of 
relevant information. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 17 Injury Benefits The Supplier shall process injury 
benefit requests. 

      

(a) The Supplier shall pass the 
relevant information to the 
Scheme Medical Adviser if 
appropriate and notify the 
Member and Employer. 

(b) If the injury does not qualify, the 
Supplier shall inform the 
relevant Member and Employer. 

Five (5) days from receipt of 
application. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) On receipt of information back 
from the Scheme Medical 
Adviser, the Supplier shall make 
a decision as to whether injury 
Benefits are payable, notify the 
Member and the Employer and 
if payable calculate injury 
Benefits (permanent and 
temporary) and process the 
award. 

Three (3) days from receipt of 
information. 

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

M SPI Target 100% N/A 
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(d) The Supplier shall notify and re-
charge the Employer the cost of 
the injury Benefit payment. 

By the next monthly Employer billing 
date. 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(e) The Supplier shall carry out an 
annual review of all permanent 
injury Benefits and make any 
required adjustments to 
payments. 

Annually by 30 September, to take 
account of any relevant changes to 
State Benefits. 

A SPI 
Target 100% 

N/A 

Threshold <100% 

(f) The Supplier shall monitor 
temporary injury Benefits to 
validate continued eligibility and 
enable cessation by relevant 
payment end date. 

By relevant payment end date. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 18 Sick pay at 
pension rate 

The Supplier shall calculate sick pay 
at pension rate for a Member on 
request from an Employer. 

Within ten (10) days of receiving an 
instruction, calculate sick pay at 
pension rate and notify the 
Employer. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 
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PI 19 Death Benefits The Supplier shall provide details of 
death Benefits (including lump sums 
as appropriate) and process any 
award arising from the death of a 
Member. 

      

(a) The Supplier shall send 
information required and 
request information required to 
identify beneficiaries and 
benefits payable. 

Three (3) days from receipt of 
notification. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall cease 
pension payments to the 
Member. 

By the later of two (2) days from 
receipt of notification of death, or the 
next payroll instruction cut-off date 
after receipt of notification. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) The Supplier shall calculate and 
issue a payment instruction for 
the death-in-service award. 

Within three (3) days of receipt of 
notification and any required 
documentation. 

M KPI Target 100% 0 

Minor 99-99.99%  1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 
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(d) Dependant Pensions. The 
Supplier shall calculate and set 
up dependant pension(s). 

Within five (5) days of receipt of 
required information or within three 
(3) days of next Available Payroll if 
sooner. 

M KPI Target 100% 0 

Minor 99-99.99%  1 

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

(e) Payment of Death Benefit Lump 
Sum. The Supplier shall pay the 
Death Benefit Lump Sum. 

Within five (5) days of receipt of 
required information. 

M KPI Target 100% 0 

Minor 99-99.99%  1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 20 Scheme pays The Supplier shall provide information 
and, on receipt of a Member’s 
instruction, issue a payment 
instruction for a Member’s tax liability. 

      

(a) The Supplier shall issue an 
estimate to the Member 
explaining the impact on their 
Benefits. 

Ten (10) days from receipt of 
instruction. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

M SPI Target 100% N/A 
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(b) The Supplier shall update the 
Member’s record, on receipt of 
their decision. 

Ten (10) days from the receipt of 
notification of a decision. 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) The Supplier shall send the tax 
payment to HMRC. 

In accordance with tax pay-over 
guidelines. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 21 Opting out The Supplier shall process individual 
opt-out requests from a Member and 
instruct the Employer to stop 
contributions. 

Ten (10) days from receipt of 
notification from the Member. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

The Supplier shall process bulk opt-
out requests (e.g. as a result of Auto 
Enrolment). 

Bulk opt-outs to be completed within 
three (3) months (or such longer 
period as agreed in the relevant 
Employer SOW) of execution of an 
Employer SOW with the relevant 
Employer.  

M SPI Target 100% N/A 

Threshold <100% 

PI 22 Payment of 
new and 

The Supplier shall pay ongoing 
pensions. 
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ongoing 
pensions 

The Supplier shall make payments 
using a suitable payment instrument 
as appropriate (including BACS, 
cheque, and direct credit to an 
overseas bank account) in time for 
pension payments to be made by the 
due date each month.  

By the due date each month. M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 23 Replace a 
missing 
Payment 
Instrument 

The Supplier shall issue a 
replacement for a missing Payment 
Instrument. 

Issue replacement one (1) day after 
obtaining evidence. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 24 Produce 
payslips 

The Supplier shall issue initial 
payslips and individual payslips, 
where there is a net pay change of £1 
or more, to Pensioners. 

Three (3) days before Date of 
Pension Payment. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 25 Tax payments (a) The Supplier shall apply tax 
code changes on notification by 
HMRC. 

Within five (5) days of receipt of 
notification, or three (3) days of next 
Available Payroll if sooner. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 



Official Commercial 
CSPS Pension Administration Services Agreement 

CSPS PAS Agreement - Schedule 2.2 Performance Levels – 17.11.23 – Signature Version 
16 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall remit all tax 
payments due to HMRC. 

By 19th of the month following the 
month of collection, or otherwise in 
accordance with tax pay-over 
guidance. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 26 Recover 
overpayments 

The Supplier shall recover any 
overpayment from a Pensioner, 
having regard to Managing Public 
Money guidelines for recovery, write-
off de minimis thresholds and 
overpayments policies (as agreed 
between the Supplier and the 
Authority from time to time). 

      

(a) The Supplier shall notify the 
relevant Pensioner of an 
overpayment. 

Two (2) days from receipt of 
notification or identification of the 
overpayment. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall update the 
award with repayment details, 
when a repayment plan has 

Within five (5) days; or three (3) days 
of next Available Payroll if sooner. 

M SPI Target 100% N/A 

Minor 99-99.99% 
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been agreed with the 
Pensioner. 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) If no response is received 
from the Pensioner, the 
Supplier shall follow the 
agreed reminder process. 

Reminder letter(s) issued in 
accordance with agreed process. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(d) The Supplier shall escalate 
the overpayment to the 
Authority if the Pensioner has 
not responded to any 
reminders to agree further 
actions. 

In accordance with the agreed 
process. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 27 Abatement Upon notification of re-employment, 
partial retirement or final retirement 
from partial retirement from a Member 
or Employer, the Supplier shall 
calculate, implement and notify the 
Member of any changes to his or her 
pension in payment or pension that 
will come into payment. 

      

Within five (5) days of receipt of 
notification; or three (3) days of 
next Available Payroll if sooner. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 
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Threshold <96% 

PI 28 General 
enquiries 

The Supplier shall respond to general 
enquiries. 

Within:      

Five (5) days from receipt by the 
Supplier of request. 

M SPI Target 100% 

N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 29 Enquiry Centre 
– Telephone 
calls and 
emails 

The Supplier shall respond to phone 
calls and emails. 

      

(a) The Supplier shall ensure that 
calls are answered on a timely 
basis. 

Calls to be answered within thirty 
(30) seconds excluding those calls 
abandoned within the first ten (10) 
seconds.  

M KPI 
Target 90% 0 

Minor 89.5-89.99%  
1 

Serious 89-89.49% 3 

Severe 88.5-88.99% 7 

Threshold <88.5% 11 

(b) The Supplier shall ensure that 
calls are answered on a timely 
basis. 

Percentage number of calls not 
answered (excluding those 
abandoned) within thirty (30) 
seconds. 

M SPI Target <5% N/A 

Minor < 5.49 but > 
5.00% 
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Serious <5.99% but 
>5.49% 

Severe <6.49 but >6.0% 

Threshold >6.49% 

(c) The Supplier shall take action 
to resolve calls and general 
enquiries at the first point of 
contact. 

Helpline and other general enquiry 
line calls to Resolved at the first 
point of contact. For the purposes of 
this PI29 (c) “Resolved” means the 
Supplier has: 

• taken all necessary actions 
to resolve the relevant 
enquiry; 

• no outstanding matters for 
it to deal with in relation to 
such enquiry; and 

• closed the enquiry  
summarising the actions 
taken by the Supplier to 
resolve the enquiry. 

M SPI Target >70% 

N/A 

Minor 69-69.99% 

Serious 68-68.99% 

Severe 66-67.99% 

Threshold <66% 

(d) The Supplier shall ensure that 
emails are handled on a timely 
basis. 

Emails to be acknowledged within 
twenty-four (24) hours of receipt of 
email enquiry.  

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

Emails to be Resolved within five (5) 
days of receipt of email enquiry. 
“Resolved” means the Supplier has: 

M KPI Target 100% 0 

Minor 99-99.99% 1  
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• taken all necessary actions 
to resolve the email 
enquiry; and 

• responded with an email 
summarising the actions 
taken by the Supplier to 
resolve the enquiry. 

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 30 Handling 
customer 
complaints 

(a) The Supplier shall 
acknowledge a complaint. 

Within two (2) days of receiving the 
complaint. 

M SPI Target 100% N/A 
 

 

 

 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall respond 
substantively addressing all 
concerns. 

Within ten (10) days of receiving the 
complaint or in the case of a 
complex complaint twenty (20) days 
of receiving the complaint. A 
complex complaint is a complaint 
where it is necessary for the 
Supplier to engage more than one 
administration function in order to 
respond substantively addressing all 
concerns. 

M SPI Target 100% 

N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(c) The Supplier shall provide 
support and information to the 
Authority in response to 
Parliamentary and Ministerial 
correspondence.  

Within two (2) days of receiving the 
request. 

M KPI Target 100% 0 

Minor 99-99.99%  1 

Serious 98-98.99%  3 

Severe 96-97.99%  7 
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Threshold <96%  11 

(d) The Supplier shall provide 
support and information to the 
Authority to respond to 
complaints or queries received 
directly by the Authority (e.g. 
FOIA request and other 
correspondence excluded by 
PI 30 (c)). 

Within five (5) days of receiving the 
request or, in the case of a FOIA 
request, such other period as the 
Authority may reasonably specify in 
accordance with Clause 22.7(c). 

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 31 Internal dispute 
resolution 
process (IDRP) 

The Supplier shall follow IDRP as set 
out by the Authority to resolve 
disputes. 

      

(a) The Supplier shall 
acknowledge a dispute. 

Within two (2) days of receiving the 
dispute. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall investigate 
the dispute and issue a formal 
stage-1 decision. 

Within two (2) months from 
receiving the complaint. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 
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Threshold <96% 

(c) Percentage of previous stage 
1 decisions, reviewed at stage 
2 in the period, by the 
Authority, that meet 
Regulatory and agreed quality 
standards and in line with the 
spirit of Pensions 
Ombudsman guidance (e.g. 
principle of treating customers 
fairly). 

Not less than specified %. M SPI Target 100% 

N/A 
 

Minor 90-99.99% 

Serious 80-89.99% 

Severe 70-79.99% 

Threshold <70% 

(d) The Supplier shall provide full 
and detailed information for 
stage 2 IDR cases, and 
Pension Ombudsman 
complaints, on request from 
the Authority. 

Three (3) days after receiving the 
request. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 32 Annual benefit 
statements 

(a) The Supplier shall issue an 
annual benefit statement to: 

      

(i) an Active Member; or In accordance with regulatory 
requirements. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 
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(ii) a Deferred Member. By 30th September each year. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall issue one (1) 
additional copy (free of charge) 
to a Member at the Member’s 
request, and may levy the 
agreed charge as specified in 
Schedule 7.1 (Charges and 
Invoicing) on any subsequent 
requests (where appropriate). 

Within ten (10) days of receiving the 
request. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

PI 33 Reconciliations 
and 
contributions 
management 

(a) The Supplier shall notify the 
Authority of the amount needed 
to cover the day’s payroll 
amount. 

Daily by 11 a.m. M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 

Severe 96-97.99% 

Threshold <96% 

(b) The Supplier shall fully reconcile 
the pensioner payroll bank 
accounts and various control 
accounts with the Authority. 

By the fourth (4th) day of each 
month. 

M SPI Target 100% N/A 

Minor 99-99.99% 

Serious 98-98.99% 
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Severe 96-97.99% 

Threshold <96% 

PI 34 Retirement 
quotes 
(individual) 

The Supplier shall provide a 
retirement Quote on request from an 
Employer (for an Active Member), or 
directly from a Deferred Member. 

On receipt of the request, the 
Supplier shall within ten (10) days 
either: 

     

(a) where the request is made 
no more than four (4) 
months before Retirement 
Date, provide a retirement 
Quote; or 

M KPI Target 100% 0 

Minor 99-99.99%  1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

(b) where the request is made 
more than two four (42) 
calendar months before 
Retirement Date, advise the 
Member that this will be 
undertaken no later than 
four (4)months before 
Retirement Date. 

M KPI Target 100% 0 

Minor 99-99.99% 1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 35 Retirement 
finalisations 
(individual) 

The Supplier shall calculate Benefits, 
finalise retirement and issue payment 
on instruction from a Member or an 
Employer, as appropriate. 

(a) Pay Member’s first pension 
payment by the later of: 
(i) One (1) month after the 

Member’s Retirement 
Date, or 

(ii) Ten (10) days from the 
receipt of instruction. 

M KPI Target 100% 0 

Minor 99-99.99% 1 

Serious 98-98.99%  3 

Severe 96-97.99%  7 
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Threshold <96%  11 

(b) Lump sum paid by the later 
of: 
(i) One (1) day after the 

Member’s Retirement 
Date, or 

(ii) Five (5) days from the 
receipt of instruction. 

M KPI Target 100% 0 

Minor 99-99.99% 1 

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 36 Ill-health-
retirement 
quotes 

The Supplier shall provide an ill-
health-retirement Quote on request 
from: 

      

(a) a Member (supported by 
medical certificate from the 
Scheme Medical Adviser); or 

Three (3) days from receipt of 
request. 

M KPI Target 100% 0 

Minor 99-99.99% 1 

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

(b) an Employer (with or without the 
relevant medical certificate). 

Three (3) days from receipt of 
request. 

M KPI Target 100% 0 

Minor 99-99.99%  1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 
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PI 37 Payment of ill-
health-
retirement 

The Supplier shall make ill-health 
retirement pension payments using a 
suitable payment instrument as 
appropriate (including BACS, cheque, 
and direct credit to an overseas bank 
account) in time for pension payments 
to be made by the due date each 
month. 

By the due date each month. M KPI Target 100% 0 

Minor 99-99.99%  1  

Serious 98-98.99%  3 

Severe 96-97.99%  7 

Threshold <96%  11 

PI 38 Bulk Exits The Supplier shall process bulk exits 
under the Civil Service Compensation 
Scheme in accordance with 
Statements of Work agreed with the 
relevant Employer. 

Bulk exits timetables to be 
completed within three (3) months 
(or such longer period as agreed in 
the relevant Employer SOW) of 
execution of an Employer SOW with 
the relevant Employer.  

N/A SPI 
Target 100% 

N/A 

Threshold <100% 
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	1 DEFINITIONS
	PART A: PERFORMANCE INDICATORS AND SERVICE CREDITS
	1 PERFORMANCE INDICATORS
	1.1 Annex 1 sets out a table of the Key Performance Indicators and Subsidiary Performance Indicators which the Parties have agreed shall be used to measure the performance of the Services and Social Value by the Supplier.
	1.2 The Supplier shall monitor its performance against each Performance Indicator and shall send the Authority a report detailing the level of service actually achieved in accordance with Part B of this Schedule 2.2 (Performance Levels).
	1.3 Service Points, and therefore Service Credits, shall accrue for any KPI Failure, other than for a Minor KPI Failure, unless the Supplier also fails the applicable Tail-Fail Period, and shall be calculated in accordance with this Part A.

	2 PERFORMANCE MEASUREMENT
	2.1 Subject to Paragraph 2.2 of this Part A, where a Performance Indicator specifies a timescale within which the Supplier shall perform an action, the period of time for measuring the Supplier’s performance of that action against the specified timesc...
	2.2 Where the required action is to be performed following receipt of an instruction and/or information from the Authority, an Employer, a Member, and/or a Member representative (the "Relevant Person"), the SLA Clock Time for the performance of that a...
	(a) the Supplier shall provide the Relevant Person with full and clear details of what further instructions and/or information is required in order to enable the Supplier to perform the required action (the "Additional Information"); and
	(b) the SLA Clock Time for that action shall be paused until the Supplier receives or is deemed to have received the Additional Information whether or not that information is Validated, provided that pausing the SLA Clock Time for such action is witho...
	2.3 In relation to Paragraph 2.2(b) of this Part A, if the Supplier believes that the Additional Information which it has received does not make the earlier information and/or instruction Validated, the SLA Clock Time shall continue to run until the S...
	2.4 The Supplier and the Authority acknowledge that there may be situations where the SLA Clock Time may expire as a consequence of a Relevant Person repeatedly failing to provide instructions and/or information which is Validated. The Supplier shall ...
	(a) on each occasion, the Supplier reviewed and responded to the initial instruction and/or information provided by a Relevant Person and the Additional Information within two (2) days of receipt; and
	(b) the Supplier submitted weekly chasers in writing to a Relevant Person for any information that remained outstanding whilst the SLA Clock Time was paused.
	2.5 Where:
	(a) a Relevant Person (other than a Member or Member representative) repeatedly fails (following at least 4 (four) weekly chasers) to provide instructions and/or information which is Validated, the Supplier shall notify the Authority as soon as reason...
	(b) a Member or Member representative repeatedly fails to provide instructions and/or information which is Validated, the Supplier shall issue four (4) weekly chasers pursuant to Paragraph 2.4(b) following which the Supplier shall notify the Member or...
	2.6 The Supplier acknowledges one of its key responsibilities, as the Scheme administrator (acting on behalf of the Authority as Scheme Manager), is in overseeing the effective and smooth administration of the Scheme and related services on a holistic...
	2.7 As the key service provider at the centre of the CSPS Ecosystem the Supplier is required to perform the Services in accordance with this Agreement and also to collaborate with relevant Stakeholders and Other Suppliers, in order to support the deli...
	(a) identifying issues and problems in the CSPS Ecosystem and shall report these to the Authority promptly upon becoming aware;
	(b) working collaboratively with relevant Stakeholders and the Other Suppliers to develop strategies for the early identification and assessment of problems and/or risks relating to ‘end-to-end’ processes relating to the CSPS Ecosystem, and the mitiga...
	(c) undertaking root cause analysis of problems discovered with services and/or processes in the CSPS Ecosystem and the Supplier will share promptly with the Authority the results of such analysis and recommendations for remedying such problems;
	(d) working collaboratively with relevant Stakeholders and the Other Suppliers to solve problems quickly so there is minimal disruption to the effective and smooth administration of the Scheme and related services across the CSPS Ecosystem. Any disput...
	(e) complying with its obligations to collaborate and cooperate with relevant Stakeholders and Other Suppliers in accordance with the relevant ‘Supplier Covenants’ in Clause 5 to support good and efficient service performance across the CSPS Ecosystem...
	(f) providing early warning to the Authority, relevant Stakeholders and any Other Suppliers where it believes that there has been, or is likely to be, any failure on the part of the Supplier to carry out its obligations and responsibilities that may h...
	(g) promoting the principle of co-operative behaviour and overall cost efficiency including avoiding any avoidable duplication of work between Stakeholders and Other Suppliers. For the avoidance of doubt, if this Agreement or any Project SOW or Employ...
	(h) taking responsibility for its circumstances and the choices it makes either through its action or failure to act as well as the intended and unforeseen consequences of any of its actions. The Supplier should focus on the solution to a problem or i...

	3 SERVICE POINTS
	3.1 If the level of performance of the Supplier during a Service Period achieves or exceeds the Target Performance Level in respect of a Key Performance Indicator or where the Supplier rectifies a Minor KPI Failure, where applicable, within the Tail F...
	3.2 If the level of performance of the Supplier during a Service Period is below the Target Performance Level in respect of a Key Performance Indicator, or the Supplier fails to rectify an applicable Minor KPI Failure within the Tail Fail Period, Serv...
	3.3 The number of Service Points that shall accrue to the Supplier in respect of a KPI Failure shall be the applicable number (taking into account Paragraph 1.8 of Annex 1) as set out in the table in Annex 1 depending on whether the KPI Failure is a:
	(a) Minor KPI Failure;
	(b) a Serious KPI Failure; or
	(c) a Severe KPI Failure,
	unless the KPI Failure is a Repeat KPI Failure in which case the provisions of Paragraph 4 of this Part A shall apply.

	4 REPEAT KPI FAILURES AND RELATED KPI FAILURES
	4.1 If a KPI Failure occurs in respect of KPI PI 7(a), the incremental Service Credits identified in the table in Annex 1 shall apply as set out therein.
	4.2 If a KPI Failure occurs in respect of the same Key Performance Indicator (except for KPI PI 7(a)) in any two consecutive Measurement Periods, the second and any subsequent such KPI Failure shall be a repeat KPI Failure (“Repeat KPI Failure”).
	4.3 The number of Service Points that shall accrue to the Supplier in respect of a KPI Failure that is a Repeat KPI Failure shall be calculated as follows:

	5 SERVICE CREDITS
	5.1 Schedule 7.1 (Charges and Invoicing) sets out the mechanism by which Service Points shall be converted into Service Credits.
	5.2 The Authority shall use the Performance Monitoring Reports provided pursuant to Part B to this Schedule 2.2 (Performance Levels), among other things, to verify the calculation and accuracy of the Service Credits (if any) applicable to each Service...

	6 RELIEF
	6.1 Where and to the extent the Supplier can demonstrate, in accordance with Clause 31 (Authority Cause), that a KPI Failure or an SPI Failure would not have occurred but for an Authority Cause, then (subject to the Supplier fulfilling the conditions ...
	(a) the Supplier shall be entitled to the relief set out in Clause 31 (Authority Cause) in respect of the KPI Failure or SPI Failure (as appropriate) for the duration of the Authority Cause; and
	(b) the time period between the time the Authority Cause commences until the time at which the Authority Cause ceases shall be excluded from the measurement of elapsed time (i.e. SLA Clock Time) in the Key Performance Indicators or Subsidiary Performa...

	PART B: PERFORMANCE MONITORING
	1 PERFORMANCE MONITORING AND PERFORMANCE REVIEW
	1.1 Within seven (7) Working Days of the end of each Service Period, the Supplier shall provide:
	(a) a report to the Authority Representative which summarises the performance by the Supplier against each of the Performance Indicators as more particularly described in Paragraph 1.2 (the “Performance Monitoring Report”) of this Part B;
	(b) a report to the Authority’s senior responsible officer which summarises the Supplier’s performance over the relevant Service Period as more particularly described in Paragraph 1.4 (the “Balanced Scorecard Report”) of this Part B; and
	(c) a report which forecasts, on a rolling basis, the volumes of cases arising in respect of each of the Performance Indicators for the next six (6) Service Periods as more particularly described in Paragraph 1.5 ("Rolling Case Volumes Forecast Report").
	1.2 The Performance Monitoring Report shall be in such format as agreed between the Parties from time to time and contain, as a minimum, the following information:
	(a) for each Key Performance Indicator and Subsidiary Performance Indicator, the actual performance achieved over the Service Period, and that achieved over the previous three (3) Measurement Periods;
	(b) a summary of all Performance Failures that occurred during the Service Period;
	(c) the severity level of each KPI Failure which occurred during the Service Period and whether each SPI Failure which occurred during the Service Period fell below the SPI Service Threshold;
	(d) which Performance Failures remain outstanding and progress in resolving them;
	(e) for any Material KPI Failures or Material SPI Failures occurring during the Service Period, the cause of the relevant KPI Failure or SPI Failure and the action being taken to reduce the likelihood of recurrence;
	(f) the status of any outstanding Rectification Plan processes, including:
	(i) whether or not a Rectification Plan has been agreed; and
	(ii) where a Rectification Plan has been agreed, a summary of the Supplier’s progress in implementing that Rectification Plan;

	(g) for any Repeat Failures, actions taken to resolve the underlying cause and prevent recurrence;
	(h) the number of Service Points awarded in respect of each KPI Failure;
	(i) the Service Credits to be applied, indicating the KPI Failure(s) to which the Service Credits relate;
	(j) the conduct and performance of any agreed periodic tests that have occurred, such as the annual failover test of the Service Continuity Plan;
	(k) relevant particulars of any aspects of the Supplier’s performance which fail to meet the requirements of this Agreement;
	(l) such other details as the Authority may reasonably require from time to time;
	(m) for each Key Performance Indicator and Subsidiary Performance Indicator, the volumes of cases arising within each Service Period;
	(n) a rolling total of the number of Performance Failures that have occurred over the past six (6) Service Periods;
	(o) the amount of Service Credits that have been incurred by the Supplier over the past six (6) Service Periods;
	(p) Performance Failures remaining outstanding from previous Service Periods and progress in resolving them; and
	(q) the conduct and performance of any agreed periodic tests that have occurred in such Service Period such as the annual failover test of the Service Continuity Plan.

	1.3 The Supplier’s performance against those Performance Indicators which relate to the Employer Specific Services and Member Paid Services shall be measured, monitored and reported under this Agreement.
	1.4 The Supplier shall present the Balanced Scorecard Report in the form of an online accessible dashboard and, as a minimum, the Balanced Scorecard Report shall contain a high level summary of the Supplier’s performance over the relevant Service Peri...
	(a) financial indicators;
	(b) the Target Performance Levels achieved;
	(c) behavioural indicators;
	(d) performance against its obligation to pay its Sub-contractors within thirty (30) days of receipt of an undisputed invoice;
	(e) performance against its obligation to pay its Unconnected Sub-contractors within sixty (60) days of receipt of an invoice;
	(f) Milestone trend chart, showing performance of the Transition Plan and overall Continuous Improvement Plan;
	(g) sustainability indicators, for example net zero carbon, waste minimisation or performance to support a circular economy;
	(h) Social Value (as applicable); and
	(i) the results of Satisfaction Surveys undertaken in the relevant Service Period.
	1.5 The Supplier shall present the Rolling Case Volumes Forecast Report to the Authority in the form of an online accessible dashboard and, as a minimum, the Rolling Case Volumes Forecast Report shall contain a summary of the Supplier’s forecast volum...
	(f) such other details as the Authority may reasonably require from time to time.
	1.6 The Supplier shall:
	(a) carry out Satisfaction Surveys of key Stakeholders (including Members and Employers) in a form and at a frequency as agreed with the Authority from time to time; and
	(b) include the results of Satisfaction Surveys undertaken during the relevant Service Period in the Balanced Scorecard Report for that Service Period.
	1.7 The Performance Monitoring Report and the Balanced Scorecard Report shall be reviewed and their contents agreed by the Parties at the next Performance Review Meeting held in accordance with Paragraph 1.8 of this Part B.
	1.8 The Parties shall attend Performance Review Meetings on a monthly basis (unless otherwise agreed) to review the Performance Monitoring Reports and the Balanced Scorecard Reports. The Performance Review Meetings shall (unless otherwise agreed):
	(a) take place within five (5) Working Days of the Performance Monitoring Report being issued by the Supplier;
	(b) take place at such location and time (within normal business hours) as the Authority shall reasonably require (unless otherwise agreed in advance); and
	(c) be attended by the Supplier Representative and the Authority Representative.
	1.9 The Authority shall be entitled to raise any additional questions and/or request any further information from the Supplier, to be provided within five (5) days of request, regarding any KPI Failure and/or SPI Failure.
	1.10 The Publishable Performance Information shall include any Performance Indicators and/or other performance related information which relates to any of the following:
	(a) the number of pensions being paid;
	(b) the Benefits accuracy level; and
	(c) contact centre performance.

	2 PERFORMANCE RECORDS
	2.1 The Supplier shall keep appropriate documents and records (including staff records, timesheets, training programmes, staff training records, supplier accreditation records, complaints received etc.) in relation to the Services being delivered. Wit...
	2.2 In addition to the requirement in Paragraph 2.1 of this Part B to maintain appropriate documents and records, the Supplier shall provide to the Authority such supporting documentation as the Authority may reasonably require in order to verify the ...
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