Internal Dispute Resolution Procedure (IDRP)

This is a formal complaints process for those (members, beneficiaries or their representatives of the Hammersmith & Fulham Pension Fund), who wish to raise a formal complaint about the
Hammersmith & Fulham Pension Fund. It is a two stage process, each stage is looked at by a different person. Your Stage 1 complaint should be raised within 6 months of the event that you are
complaining. If you are not satisfied after following Stage 1, you can progress your complaint to Stage 2. You can also progress your complaint to Stage 2 if you have not received a response to your
Stage 1 complaint after 3 months. Stage 2 is the last part of the internal process, and Stage 2 should be used no longer than 7 months after your Stage 1 outcome. However, if you are dissatisfied, you
can then take your complaint to the Pensions Ombudsman if you are still not satisfied. If you wish to take your complaint to the Pensions Ombudsman you must do so within 3 years of the event you

are complaining about. The process outlined below is the normal process however if your complaint is about the Ibhf Internal pension team, Stage 1 will be looked at by a Pensions Advisor and Stage 2
the Head of Pensions or a suitably appointed person.

Please put your complaint
in writing and send it to
the Pensions
Administrators LPPA ,
whose complaints team
will deal with your
complaint.

Please put your
complaint in writing
and send it to Eleanor
Dennis , Head of
Pensions who will
appoint a person to
look at the complaint
again.

You will receive an
acknowledgement within
10 working days and a
response within 2
months.

You will receive an
acknowledgement
within 10 working days
We aim to send you a
decision within 2
months, however if we
need longer to
investigate your
complaint we will tell
you.

Once you receive the
decision on your Stage 1
complaint. You can
accept the Stage 1
decision or you can
choose to have your
complaint looked at again
by a different person
under Stage 2 of the
process.

Once you receive the
decision for your Stage
2 complaint. You can
accept the Stage 2
decision or you can take
your complaint to the
Pensions Ombudsman,
who will make a final
decision.
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