Operating Service Metrics

a1 Q2 a3 Q4 Cases Cases determined Trend
Area Description Timescale Stat/Vol Target Red FY 2021/22 FYTD determined past deadline (FY2021/22 vs Feb Commentary
FY 2022/23 | FY 2022/23 | FY 2022/23
/ / / 2022/23 FY2022/23 YTD FY2022/23 YTD 2023)
To process an application for
A P ! ' st fi <98% but We plan to be meeting this statutory target
R1.1a pproved Persons approved person’status foran |\ 3 oo Statutory 100% 98% ?” <90% 85.9% 81.2% 89.1% 89.6% 94.0% 12,664 1,457 Improving P neeting vier
Applications application submitted by an >90% by March 2023
authorised firm
. . To process a complete R .
A ted R tati <95% but W d th t f
N1.1 | "PPOINIEC NEPresentatives | . tication for appointed Within 5 working days Voluntary 95% 295% POUL | 8559 (VLY 22,608 2,232 Improving € are considering the appropriateness o
notifications X > 85.5% this voluntary target
representative status
To Proce.ss a con?ple.te - . <90% but .
A8.1 Mutuals registration application from a Within 15 working days Voluntary 90% >90% 581% <81% 2,569 225 Improving
mutual society =07
Within 6 /12 months of a . .
T | licati 9 We plan to be meeting this statutory target
Al.l New Firm Authorisations O process a comp eteiapip ication complete (S55V(1)) / incomplete Statutory 100% >98% <98% but <90% 1,923 111 Declining P N & viare
for Part 4A Permission A >90% by March 2023
(S55V(2)) application
To process a complete application Within 6 /12 months of
b i lete (S55V(1 <98% but .
R5.1 Variations of Permission from an authorised firm for eco.n.nng. complete ( 1)/ Statutory 100% > 98% o ou <90% 1,253 21 No material change
o . receiving incomplete (S55V(2)) >90%
Variation of Permission L
application
. To make a deC|S|.o.n after receiving|  Within 60 working days of. <100% but . We plan to be meeting this statutory target
R6.1 Change in Control a 'complete’ notification of a acknowledgement of receipt Statutory 100% 100% N <90% 1,379 97 No material change 1
X 2 90% by March 2023
proposed change in control (s189(1))
X Within 45 calendar days of
To process money laundering receipt of application or receipt <98% but
AL2 3/4MLD registration under the Pt of appiicatic Pl statutory 100% >98% o <90% 100.0% 232 3 No material change  |For areas with a low volume of applications
L of any further required >90% .
3MLD/4MLD directives . . a small number of breaches might cause us
information N A A
to miss service levels. These might be
required for good regulatory reasons, for
- — — example if additional time is needed for
Payment Services & E-Money| To process a complete application| ~Within 3 / 12 months of the <98% but greater scrutiny, or at the request of the
PS1 Authorisations & for authorisation under the PSRs received date of a complete / Statutory 100% 2 98% > 90% <90% 64 9 Declining applicant.
Registrations 2017 incomplete application =75
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but
PS2 Authorisations & for authorisation under the EMRs | received date of a complete / Statutory 100% >98% N 9:)'V <90% 83 13 Improving
Registrations 2011 incomplete application =750
Payment Services & E-Money| To process a compelete Within 3 / 12 months of the <98% but
PS3 Authorisations & application for registration under received date of a complete / Statutory 100% >98% S 9:)'V <90% 158 8 Improving
Registrations the PSRs 2017 incomplete application =750
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but
PS4 Authorisations & for registration under the EMRs received date of a complete / Statutory 100% >98% N 9:)'V <90% 84.6% 100.0% 100.0% 14 0 Improving
Registrations 2011 incomplete application =750
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but No cases No cases No cases
PS5 Authorisations & for a variation of registration received date of a complete / Statutory 100% >98% N 9:)'V <90% closed under | closed under | closed under 2 0 No material change
Registrations under the PSRs 2017 incomplete application =750 this standard | this standard | this standard
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but No cases No cases No cases
PS6 Authorisations & for a variation of registration received date of a complete / Statutory 100% >98% S 9:)‘% <90% closed under 100.0% closed under | closed under 1 0 No material change
Registrations under the EMRs 2011 incomplete application =757 this standard this standard | this standard
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but
PS7 Authorisations & for a variation of authorisation received date of a complete / Statutory 100% >98% S 9:)? <90% 100% 100.0% 100% 100% 22 0 No material change
Registrations under the PSRs 2017 incomplete application =700
Payment Services & E-Money| To process a complete application| Within 3 / 12 months of the <98% but No cases
PS8 Authorisations & for a variation of authorisation received date of a complete / Statutory 100% >98% S 9:)‘% <90% 100.0% 100% closed under 6 0 Improving
Registrations under the EMRs 2011 incomplete application =757 this standard




To process a notification for a UK

We plan to be meeting this statutory target

0,
PS9 Payment Services Agents agent under the PSRs 2017 and Within 2 months Statutory 100% >98% <38;:);Ut <90%
EMRs 2011 =
To determine a complete Within 6 /12 months of
becoming complete (S55V(1 <98% but
R8.1 Cancellations application for Cancellation of a R ‘I g P ( (1)/ Statutory 100% >98% o ou <90%
L receiving incomplete (S55V(2)) >90%
Part 4A Permission -
application
To process a complete 'post-
event notification' to change the <95% but
N2.1 ic D Withi ki Vol 9 >959 <85.5Y
Static Data FCA's static data on a regulated ithin 5 working days oluntary 95% 95% > 85.5% 85.5%
firm
To process a complete 'pre-event <95% but
N2.2 Static Data notification' to change the FCA's Within 5 working days Voluntary 95% >95% N SSOSV <85.5%
= . (]

static data on a regulated firm

6,979 156 Declining 1
by March 2023
4,216 26 No material change
54,973 0 No material change
206 0 No material change

Notes

1. Service levels are a lagging indicator. We plan to be substantially meeting the service levels at the end of 2022/23, noting that some cases may breach for good regulatory reasons. Due to breaches during Q1/Q2 FY2022/23, we expect not to

meet the service level when reported over the full financial year.

This table was updated on 5 June 2023. In the original Q4 performance for Al.1 was reported as 91.7% and R5.1 as 99.3%. The originally reported cases determined numbers for A1.1 and R5.1 were 3,152 and 2,458 respectively and 182 and 26
for cases determined past deadline. In error these numbers included cases from January to March 2022.
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