
Monthly service performance
To give you a flavour of our service delivery and how we are performing, our typical turnaround times for a number of key service areas are outlined below.

The information below is not provided as a formal measure of our service levels, but rather to give you a general flavour of how our Customer Services Team is currently 
performing. Looking across all of the areas listed below, we are hitting the indicative timescales provided in 94% of cases.

October
2018

Ad hoc pension 
payments

Pension 
commencement 
lump sum
payments

Money in 
credited to 
client account	

Application 
processing

New property 
purchases

88% of calls to our 
Adviser Support Team 
were answered within 
20 seconds.

*Assuming all required 
information and 
documentation has 
been received.

2
DAYS

Incoming
transfer 
discharges 
processed

3
DAYS

5*
DAYS

2
DAYS

5
DAYS

Emails	answered 24

Phone calls 20
SECONDS

HOURS

24
HOURS


