
Pensions Administration - Appendices 
 
Appendix 1 – Member Communications Activity  
 

Member communication 

  Mar-26 Feb-26 Jan-26 

Emails triaged 5,180 4,879 4,943 

Email correspondence 2,034 2,073 1,764 

Calls handled 1,251 11 1,266 

Adare returned post 26 44 28 

 

Telephone survey - Voice of the Customer 

  Mar-26 Feb-26 Jan-26 

Qualifying calls 1,404 1,308 1,379 

Survey tasks created 543 547 385 

Survey tasks returned 152 138 133 

Positive feedback  96.7 95.6% 98.5% 

Queries answered at point of contact 96.7% 92.7% 98.4% 

Call backs received 79% 99.3% 100% 

 
 
 
 
Comments: Voice of the Customer highlights:   
 
➢ What an absolute delight dealing with the team. They were so helpful, so 

happy, nothing was too much trouble. What a credit they are to you. 
➢ Person really helped with my questions and form. She came across very 

caring and professional. 
➢ The gentleman I spoke with was very lovely and informative. 



➢ Your member of staff was brilliant, she explained everything in detail and easy 
to follow, answered all my questions to the full. 

➢ Very helpful, made me feel at ease and safe to ask questions. Their time and 
kindness was really appreciated 

 
Appendix 2 – Team Performance  
 

 

 

 



 
 

 

 



  
 
 

 



 
 
Appendix 3 – Backlog Progress Update 

 
 
Appendix 4 – Member engagement  

Month Emails Calls 1:1 visits Website 
Visits 

MyPension Online 
(MPO) registration 
queries 

Jan 1,764 1,294 1 13,848 586 

Feb 2,073 1,345 0 13,413 488 

Mar 1,980 1,326 1 14,084 517 

 
 



Appendix 5 – MyPension Online Registrations 

 Unique member records  Employment records 

 Jan Feb Mar  Jan Feb Mar 

Active 19,915 19,207 19,476  20,523 20,867 21,157 

Deferred 9,456 9,785 10,072  10,617 10,994 11,322 

Pensioner 9,595 9,812 10,131  11,118 11,384 11,776 

 
Appendix 6 – Data Quality 

Data Type TPR Pass Rate % 

 Oct – Dec Jan – Mar 

Common 97.90 98.00 

Scheme Specific 97.82 83.15 

 
Common Data: 

 



Scheme Specific Data:

 
 
Appendix 7 – Training and Development 

In house training sessions 30 

Sessions led by Training Officers 23 

 
Appendix 8 – Complaints, Compliments and Comments 

 Complaints Comments Compliments 

Jan 0 4 
Poor communication 

6 
3 x good 
communication 
3 x helpful staff 

Feb 1 
Disagreement with 
decisions or policies 
made 

3 
2 x poor 
communication 
1 x Service Delivery 
(third party supplier, 
contracted service 
provider) 

2 
Good communication 

Mar  1 
Service Delivery 
(third party supplier, 
contracted service 
provider) 

2 
Poor communication 

3 
Good communication 

 


