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The Pensions Ombudsman

* 1991 — Pension Ombudsman investigates and determines complaints
and disputes concerning occupational and personal pension
schemes.

« 2005 - PPFO deals with complaints and “reviewable matters”
connected with the Pension Protection Fund + appeals against
decisions of the manager of the Financial Assistance Scheme

* Independent and impartial — not a regulator
« Determinations are final and binding with no financial limit

* Non-Departmental Public Body sponsored by Department for Work
and Pensions. Funded by levy collected by The Pensions Regulator.



Casework- our process

Al
Enquiry — Jurisdiction check — Triage — Resolve

Enquiries received and sifted

l

Complaints able to deal with are accepted for investigation

!

Resolvable complaints identified and dealt with immediately
Not resolvable? — A2

A2 & A3
Deeper investigations + Legacy cases

Investigations carried out

Legal expertise available to all areas



The Legal Team

Areas of work:

Litigation Casework
Legal
Horizon Helpline
Scanning and Buddy
System

N



The statistics

e 061 staff

« Handled circa 6000 complaint enquiries 2016/17, up 18%
from 2015/16

 In 2016/17 we accepted 1,333 new investigations and
closed 7% more cases than 2015/16.

« 33% complaints determined were upheld, at least in part in
2016/17

« 70% resolved informally in 2016/17 compared to 63% in
2015/16



How Investigations were completed

2015/16

Discontinued _
14% Determined

(opinion or

DE;:;?“ decision Itr)
0
Accepted 3% 29%

Withdrawn 5%

Determined
(formal) 8%

Resolved 22%

Opinion
Accepted19%



How investigations are completed

2016/17

Decision Letter Discontinued 8%

Accepted 0% Determined

(opinion or
decisionltr) 27%

Withdrawn 5%

Determined
(formal) 2%

Resolved 36%

Opinion Accepted
22%



Subject matter - Top 10

2016/17 (closed investigations)

Failure to provide information/act on instructions [N 4%
Misquote/Misinformation [ 2%
Pension liberation [ NNRNEGERGR NI 2%
Transfer: general [ 9%
Il health [ 7%
Benefits: incorrect calculation [ 6%
Benefits: refusal/failure to pay or late payment [ NGNNNEGN 52
Death benefits [ NNENGEGGEEEE 4%
Charges/Fees |G 4%

Interpretation of scheme rules/policy terms [ NG 3%



Other casework changes

* Increase in awards for non-financial injustice i.e. £500 +
If the non-financial injustice is significant

 Publication of decisions

* Anonymising applicants in published decisions



Local Government Pension Scheme
statistics enquires & investigations

Investigations
accepted
Investigations closed 77 102 98

Outcome “Formal” Determined 2016/2017
Investigations

Upheld 12.82% (5)

Partially upheld 17.95% (7)
Not upheld 69.25% (27)
100%  (39)

Outcome “informal” resolutions 2016/17

Opinion accepted 34.7% (34)

25.5% (25)

Informal resolution 60.2% (59)

b Pensions

Ombudsman
Service




Outward looking

« Improving our systems — over 70% of applications to us
are now made online

« Improving customer journey and putting the customer
first

« Strengthening relationships with our partner
organisations

» Building links with public schemes



The future?

Likely
increase in
A/E
complaints

Reconcile
GMP’s

Clearer
boundaries
with the
Financial
Ombudsman

Pensions
dispute

resolution
service fit
for the future

Establish a
single
financial

guidance
body

Move
towards a
self-
service
approach
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Any guestions?




