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1. [bookmark: _Toc229037699]Introduction

1.1 This is the Complaints Policy of the Cambridgeshire Pension Fund (the Fund). The Fund is managed by Cambridgeshire County Council (the Administering Authority) and administered by West Northamptonshire Council under a lead authority model. 

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

1.3 The Fund aims to take all necessary steps to prevent dissatisfaction. The Fund’s objective is to resolve any misunderstandings or errors as soon as possible. This ensures an efficient and effective communication between all parties.

1.4 This policy explains how members and employers can make a 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. [bookmark: _Toc229037700]Policy Objectives

2.1 The Funds’ objectives related to this policy are as follows:

· To ensure compliance with the LGPS Regulations, other legislation and regard to guidance, including the Pensions Regulator’s Code of Practice. 
· To manage the Fund in a fair and equitable manner and be accountable to the Fund’s stakeholders. 
· To deliver clear, inclusive, accessible communications to stakeholders, including up-to-date information in order that informed decisions can be made.
· To administer the Fund in a professional, effective and cost-efficient manner, utilising technological solutions and collaboration.
· To seek regular feedback from stakeholders and use that feedback to help shape Fund administration.

3. [bookmark: _Toc229037701]Purpose of this Policy

3.1	The purpose of the policy is to:
· Help members and employers understand how the Fund handles informal enquiries and formal complaints.
· Ensure that all complaints are resolved effectively and efficiently.
· Keep members and employers informed throughout the process. 
· Provide fair and consistent explanations for any issue raised.
· Give members and employers confidence that feedback is considered and used to improve services.

4. [bookmark: _Toc229037702]Scope

4.1	This policy applies to any Fund member (including beneficiaries) or employer who is unhappy with the service they received from the Fund or disagrees with a decision that the Fund has made, which directly affects them. 
	This includes for example:
Members 
· a current employee who is or has paid into the LGPS.
· an ex-employee who has a deferred benefit or refund entitlement that has not been paid.
· an ex-employee who is entitled to, or is already receiving, a pension.
· a current employee who has not yet joined the LGPS but is, or believes they are, entitled to join.
· a pension credit member.
· a dependant of one of the above who is, or believes they are, entitled to pension benefits on the death of the member.

Employers
· a current scheme employer[footnoteRef:1] with active members in the Cambridgeshire Pension Fund. [1:  As defined in Schedule 1 to the Local Government Pension Scheme Regulations 2013] 

· an exiting employer[footnoteRef:2] that has been issued with a suspension notice temporarily suspending their exit from the Fund. [2:  As defined by Regulation 64 (1) of the Local Government Pension Scheme Regulations 2013] 

· an exiting employer for which an exit valuation has not yet been completed.
· a deferred employer[footnoteRef:3] that has entered into a deferred debt agreement.[footnoteRef:4] [3:  As defined by Regulation 64 (8) of the Local Government Pension Scheme Regulations 2013]  [4:  As defined by Regulation 64 (7A) of the Local Government Pension Scheme Regulations 2013] 

· an exiting employer that has entered into a debt spreading agreement.[footnoteRef:5] [5:  An arrangement under Regulation 64B of the Local Government Pension Scheme Regulations 2013] 

· an exiting employer for which an exit credit determination is being undertaken or for which a determination has been made within the last 6 months.
· a scheme employer that acts as a guarantor for another scheme employer in the Cambridgeshire Pension Fund.

4.2     This policy applies to complaints about actions (or inaction) and decisions taken by the administering authority. For actions and decisions taken by an employer, the employers complaints policy must be followed.

4.3	The intent of this policy is to outline the process for informal complaints, should a member or employer not be satisfied with the informal stage outcome, the Internal Dispute Resolution Procedure should be followed and details can be found in section 10.

5. [bookmark: _Toc229037703]Effective date

5.1 This policy was first approved by the Pension Fund Committee on 10 June 2026. 

6. [bookmark: _Toc229037704]Review 

6.1 This policy will be reviewed by Fund Officers each year and by the Pension Fund Committee every three years. Reviews may take place more often if needed to ensure the policy stays accurate.

7. [bookmark: _Toc229037705]What is a complaint

7.1 A complaint occurs when a member or employer feels dissatisfied with a service they have received or disagrees with a decision that has been made that impacts them. 

7.2	Any concerns should be raised directly with the Pension Service as soon as it occurs. Many issues can be resolved quickly and without being escalated to the level of complaint. 
	
7.3	Examples of complaints can include but are not limited to:

	Member
· Dissatisfaction with the quality and timeliness of services received. 
· Dissatisfaction with the timeliness of receiving a response from the Administering Authority.
· Disagreement with a decision including decisions linked to Administering Authority discretions and ill health retirement.
· Incorrect benefits calculation including overpayments and underpayments.
· Disagreement with a communication received from the Fund.
· Inaccurate payment including AVC payments.
· Disagreement with how a policy, regulation or process has been applied.
· Non-compliance with Pension Dashboard duties:
· If return administrative data is not retuned immediately after a view request is received.
· If new member information is not returned as soon as possible and no later than 3 months after joining.
· If value data is not returned immediately if it is based on a member statement issued within the last 13 months or calculation completed within the last 12 months (where no calculation exists, value data must be returned within 10 days).
· If new member value data is not provided as soon as reasonably possible.

Employer
· Dissatisfaction with the quality or timeliness of services received by the employer or a member in their employment/previous employment.
· Dissatisfaction with the timeliness of receiving a response from the Administering Authority to a member or employer enquiry.
· Disagreement with a decision including decisions linked to administering authority discretions and exit credit determinations. 
· Disagreement with how a policy, regulation or process has been applied.
· Disagreement with application and/or enforcement of the Fund’s administration strategy.






8. [bookmark: _Toc229037706]Response times

8.1 Under the lead authority shared service arrangements, Cambridgeshire Pension Fund complaints are dealt with in line with the West Northamptonshire Council’s comments, compliments and complaints procedure. When investigating queries and complaints, the Pension Service aims to acknowledge receipt of the complaint within 5 working days. The complaint will be investigated by a Team Manager within the service, and the complainant will be informed in the acknowledgment who this is. The member/employer will be provided with a response to the complaint within 10 working days of the acknowledgement (or an extension may be issued for an additional 10 working days for complex cases).

8.2 If the complainant is not happy with outcome of the informal complaint, the Internal Dispute Resolution Procedure (IDRP) can be followed as directed in section 10.

8.3 The IDRP operates over two formal stages. At both Stage 1 and Stage 2, a written decision will normally be issued within two months of the complaint being received. Where this is not possible, an interim response will be provided within the same timeframe, explaining the reasons for the delay and confirming when a full decision can be expected.

[bookmark: _Toc226704172][bookmark: _Toc229037707]9.	How to make a complaint 

9.1 	Members can raise a complaint in one of three ways:

Via their online account: pensions.cambridgeshire.gov.uk → login/register

By email to: 		       pensions@westnorthants.gov.uk 

By post to:		       Head of Pensions
                  Pensions Service
                  West Northamptonshire Council
                  One Angel Square
                  Angel Street
                  Northampton
                  NN1 1ED 

9.2	Employers can raise a complaint in one of two ways:

	By email to:                    penemployers@westnorthants.gov.uk 

	By post to:                      Head of Pensions
                 Pensions Service
                 West Northamptonshire Council
                 One Angel Square
                 Angel Street
                 Northampton
	      NN1 1ED

10. [bookmark: _Toc229037708]Should you remain dissatisfied

10.1	Should a member or employer not be satisfied by the outcome of the informal process the Internal Dispute Resolution Procedure (IDRP) can be followed. 
            
10.2 	The informal complaints process must be exhausted before an IDRP application can be considered.

10.3 Details of the IDRP can be located here.        

10.4 	Should a member remain dissatisfied with a Pension Dashboard related complaint they should contact the Money and Pensions Service and follow their complaints process. This can be located here.
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