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To seek approval for the Fund’s Informal 
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Recommendations: The Pension Committee is asked to approve the 
Informal Complaints Policy. 
 
 

Reasons for Recommendation: • To provide an appropriate framework for 
managing informal complaints. 

• To adhere to the Pensions Dashboards 
Regulations 2022. 
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1. Background 
 

1.1 The Cambridgeshire Pension Fund operates a standard process for formal appeals, the 
Internal Dispute Resolution Procedure (IDRP), in compliance with Regulation 74 of the 
Local Government Pension Scheme Regulations 2013. 
 

1.2 The Fund aims to resolve any disputes and complaints relating to the services delivered to 
members before they reach the formal IDRP level. As a result this policy has been 
developed to provide member and employers with an informal route for expressing their 
dissatisfaction and receiving a resolution effectively and efficiently. 
 

1.3 On 12 December 2022, the Pensions Dashboards Regulations came into force which 
required providers to provide users with information on how to make a complaint relating to 
the pension dashboard service it provides, or to acts or omissions of the provider. A link to 
the central complaints process for the Money and Pensions Service must also be 
provided. 
 

2. Executive summary  
 

2.1 There may be occasions when members, beneficiaries or employers of the 
Cambridgeshire Pension Fund are dissatisfied with the service they have received. 
 

2.2 The Fund’s objective is to identify and resolve any misunderstandings or errors at the 
earliest opportunity. This ensures that all member and employer queries are thoroughly 
investigated, feedback is appropriately analysed, and any resulting learning points are 
implemented. 

 
2.3 This policy explains how members and employers can make an informal complaint and 

sets out a simple process to follow. It also assures members and employers that the Fund 
will respond promptly and use feedback to improve services. 
 

2.4 This policy also sets out the informal route that members can following for any complaints 
relating to the Pension Dashboard as required by the Pensions Dashboards Regulations 
2022. 
 

3. Issues and choices 
 

3.1 The draft policy in appendix 1 sets out:  

• the policy objectives, purpose and scope  

• what constitutes a complaint  

• how to make an informal complaint  

• response times 

• how the Fund will deal with a complaint  

• how to log a formal complaint 
 

3.2 The implementation of this policy is expected to support members communicating their 
dissatisfaction more effectively, reduce the number of formal IDRP cases and improve the 
overall member experience.  

  



 
 

3.3 This policy also offers employers a framework for raising an informal dispute before 
following the formal appeal route. 

 
3.4 Non-compliance with Pension Dashboard duties have been included and a link to the 

central complaints process for the Money and Pensions Service as prescribed by the 
regulations. From an administrative perspective dashboard complaints will be tracked and 
reported separately from other complaints. 

 
3.5 Should members not be satisfied by the outcome of the informal process the IDRP route 

can be followed, the Pension Committee will continue to receive updates via the 
Administration Performance Report. 

 

4. Relevant Pension Fund objectives 
 

4.1 To ensure compliance with the LGPS Regulations, other legislation and regard to 
guidance, including the Pensions Regulator’s Code of Practice.  
 

4.2 To manage the Fund in a fair and equitable manner and be accountable to the Fund’s 
stakeholders.  
 

4.3 To continually measure and monitor success against the Fund’s objectives. 
 

4.4 To administer the Fund in a professional, effective and cost-efficient manner, utilising 
technological solutions and collaboration.  

 
4.5 To seek regular feedback from stakeholders and use that feedback to help shape Fund 

administration. 
 

5. Implications (including financial implications) 
 

5.1 Resources and financial 
 

5.1.1 Not applicable. 
 

5.2 Legal 
 

5.2.1 Failure to comply with legislation could lead to regulatory, legal, financial and reputational 
consequences. 
 

5.3 Consultation with Key Advisers 
 

5.3.1 Squire Patton Boggs, the Fund's legal advisers, conducted a review of the paper for legal 
implications with no material issues raised.   

  



 
 

5.4 Risk management 
 

5.4.1 The mitigated risks associated with this report has been captured in the Fund’s risk 
register as detailed below – 
 

 
5.4.2 The Fund’s full risk register can be found on the Fund’s website at the following link: 

Governance policies - West Northants Pensions 
 

5.5 Consultation with Key Advisers 
 

5.5.1 Squire Patton Boggs, the Fund's legal advisers, conducted a review of the paper for legal 
implications with no material issues raised. 
 

6. Background papers 
 
6.1 None. 
 

7. Appendices 
 

7.1 Appendix 1 – Draft Informal Complaints Policy 
 

Risk Residual risk 
rating 

Information may not be provided to stakeholders as required. Green 

Lack of understanding of employer responsibilities which could result in 
statutory and non-statutory deadlines being missed. 

Green 

Failure to provide relevant information to the Pension 
Committee/Pension Board to enable informed decision making. 

Green 

https://pensions.westnorthants.gov.uk/information/about-us/key-documents-cambridgeshire/governance-policies/#main

