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	Internal Dispute Resolution Procedure

	


Police Pensions Schemes 1987, 2006 and 2015
Police (Injury Benefit) Regulations 2006

1. Introduction
Under the provisions of the Pensions Act 1995, all occupational pension schemes (unless exempt) are required to introduce formal internal dispute resolution procedures (IDRP) for dealing with complaints from individuals who are unhappy about a matter relating to their pension benefits.
This document has been prepared to explain the procedures which have been introduced in respect of the various pension schemes operated for the Police Pension Authority of Staffordshire Police.
Whatever your pension problem, it may be helpful if initially you raise it with the police pension administrator, XPS Administration.  The problem may be a simple error which can be corrected immediately, or it may be the result of a misunderstanding which can be clarified by explanation.  If you are still dissatisfied, then one of the various formal appeal routes can be used.

2. What is the procedure?
The procedure applies to pensions under the Police Pensions Schemes 1987, 2006 and 2015, and the Police (Injury Benefit) Regulations 2006.
Except in the circumstances mentioned below, if you are unhappy about a matter relating to your pension benefits, you can make an application to Staffordshire Police Director of Finance to have your complaint or dispute considered and decided upon (Stage 1 application).  The Service Director Finance will provide her/his name and contact details.
If you are dissatisfied with the decision of the Service Director Finance, you can apply to the Executive Office to have the decision reconsidered (Stage 2 application).  The Executive Office will allocate the matter to a senior manager to deal with the complaint as Stage 2 Adjudicator, and her/his name and contact details will be provided to you.
An IDRP application at Stage 1 or Stage 2 can be made by a representative on your behalf.
3. Who can make use of the procedure?
The procedure is available to:
a) A current scheme member of the Scheme.  This includes people who have a pension sharing order.
b) A former member of the Scheme who has preserved benefit entitlement.
c) A former member of the Scheme who is receiving a pension.
d) A prospective member (i.e. a person who is, or will, become eligible for Scheme membership).
e) A widow, widower, surviving adult partner, child or any other dependent of a person who fell into one of the above categories at the time of their death.
f) A surviving non-dependant beneficiary of a deceased member of the Scheme.  This is someone who, on the death of the member, is entitled to the payment of benefits under the Scheme.  
g) A person who thinks she/he might or ought to fall into one of the above categories.
h) A person who has ceased to be in one of the categories above.  
4. Exceptions to the procedure
The procedure does not apply if, in respect of the complaint or dispute:
a) A notice of appeal has been issued under Regulation H2 of the Police Pensions Regulations 1987, Regulation 72 of the Police Pensions Regulations 2006, Schedule 1 of the Police Pensions Regulations 2015, or Regulation 31 of the Police (Injury Benefit) Regulations 2006.
b) Where a court or tribunal has started proceedings related to the dispute.
c) The Pensions Ombudsman has commenced an investigation.  
5. Time Limits
a) Applications can be made to the Service Director Finance within 6 months of the date of the decision or event which is subject of the complaint. 
b) The Service Director Finance, as Stage 1 Adjudicator, will acknowledge receipt of your complaint within 10 working days, including a statement that the Money and Pensions Service (MAPS) is available to assist members and beneficiaries with any difficulty with the Scheme, and will provide MAPS’s contact details.
c) The Stage 1 Adjudicator must normally notify you of the decision within 2 months of receiving the application.  However, there may be circumstances which prevent the Stage 1 Adjudicator from reaching a decision within that time, in which case you must be issued with an interim reply at the end of the 2 months, advising that there will be a delay and giving an expected date for the notification of the decision.
d) A Stage 2 application to the Executive Office to reconsider the decision of the Stage 1 Adjudicator must be made within 6 months of the date the Stage 1 Adjudicator notifies you of that decision.
e) An application can also be made to the Executive Office if the Stage 1 Adjudicator has failed to issue a written decision or an interim reply within 3 months from the date of receipt of the original application, or has failed to issue a written decision within one month of the expected date given in an interim reply. 
f) You must normally be notified of the decision of the Stage 2 Adjudicator within 2 months of the receipt of your application.  However, there may be circumstances which prevent the Stage 2 Adjudicator from making a decision within that time, in which case you must be advised that there will be a delay and must be given an expected date for notification of the decision.
g) If you remain dissatisfied following the Stage 2 decision, you may complain to the Pensions Ombudsman.  You will be advised of this right of appeal to the Pensions Ombudsman in writing, together with the Pensions Ombudsman’s contact details.
6. What should you do if you are unhappy about a matter relating to your pension benefits?
You should write to:
Service Director Finance, Staffordshire Police HQ, Weston Road, Stafford, ST18 0YY 
…to have your case considered and decided upon.  This is IDRP Stage 1.  You should explain your complaint or dispute as fully as possible.   You can complete an IDRP Application Form (see end of this document).  If you do not want to complete the form, you must still provide the details it asks for.  If a representative is acting on your behalf, they must provide evidence that you have authorised them to do so. 

What can you do if the matter is not resolved to your satisfaction?
If you are dissatisfied with the Stage 1 Adjudicator’s decision, then you can make an application to the Executive Office at the same address to have their decision reconsidered by the IDRP Stage 2 Adjudicator. 
Other help
The administrator for all Staffordshire Police pensions is XPS Administration.  Their website www.myownpension.co.uk has much useful information.
The Money and Pensions Service provides impartial help and information free of charge about occupational pension schemes.
Address: 120 Holborn, London EC1N 2TD; 
Website: www.moneyhelper.org.uk
The Pensions Ombudsman (part of the Money and Pensions Service) investigates complaints and its Early Resolution Service can help with raising your concerns, or if you just want to discuss a potential complaint.  Using the Early Resolution Service will not affect your right to apply to the Ombudsman for formal adjudication if you later choose to do so.
The Pensions Ombudsman can investigate complaints of maladministration or disputes of fact or law about decisions that have been made about your pension, but you must go through the Internal Disputes Resolution Procedure first.  This means that you must first take your complaint to the Service Director Finance (IDRP Stage 1) and then to the Executive Office (IDRP Stage 2) before the Pensions Ombudsman will investigate it.  
The Pensions Ombudsman can also investigate complaints or disputes about the handling of a case either by the Stage 1 or Stage 2 Adjudicator.  The services of the Pensions Ombudsman are free and impartial.
Contact details: telephone 0800 917 4487 (for the Early Resolution Service select option 1).
Address: 10 South Colonnade, Canary Wharf, London E14 4PU
Website: www.pensions-ombudsman.org.uk
Email: helpline@pensions-ombudsman.org.uk
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Internal Dispute Resolution Procedure
APPLICATION FORM
You can use this form:
a) To apply to the Service Director Finance at Stage 1 of the Internal Dispute Resolution Procedure if you want them to investigate a complaint  concerning your pension; and 
b) To apply to the Executive Office at Stage 2 if want them to reconsider a determination made by the Service Director Finance at Stage 1.
Please write clearly in ink, and use CAPITAL LETTERS in parts 1, 2 and 3. 
1. Member’s details: if you are the member (the person who is or was in the Scheme), or a prospective member (a person who is eligible to be a member of the Scheme), please give your details.  You can then go to straight to Part 4.  If you are the member’s dependant (for example, their husband, wife or child), please give the member’s details in this section then go to Part 2.  If you are representing the person with the complaint, please give the member’s details in this part, then go to Part 2.
Full Name: ……………………………………………………………………………..…………………………
Date of birth: …………………………….. National Insurance Number: …………………………… 
Home address: ……………………………………………………………………………………………………
………………………………………………………………… Post code: ……………………………………….
2. Dependant’s details: if you are the member’s dependant and the complaint is about a benefit for you, please give your details in this part and then go to Part 4.  If the complaint is about a benefit for a dependant and you are the dependant’s representative, please give the dependant’s details in this part and then go to Part 3.  
Full Name: ……………………………………………………. Date of birth: ……………………………..
Address: ............…………………………………………………………………………………………………
…………………………………………………………….. Post Code: ………………………….………………
Relationship to member: ………………………………………………………………………………………
3. Representative’s details: If you are the representative of the member or dependant, please give your details in this part.
Full name: ………………………………………………………………………………………………………….
Address: …………………………………………………………………………………………………………….
………………………………………………………….. Post Code: ……………………………………………
4. Your complaint: Please give full details of your complaint in this part.  Please try to explain exactly why you are unhappy, giving any dates or periods of Scheme membership that you think are relevant.
If there is not enough space, please go on to a separate sheet and attach it to this form.  Remember to the member’s name and National Insurance Number at the top of any separate sheet. 
5. Your signature and declaration: I would like my complaint to be considered and a decision to be made about it.  I am a:
a) Scheme member / former member / prospective member*
b) Dependant of a former member*
c) Member’s representative / dependant’s representative* (*delete as appropriate)

Signed: ………………………………………………………………………. Date: ……………………………
6. Please enclose a copy of any notification of the decision you are complaining of which has been issued by the Police Pension Authority or pension administrator.  Enclose any other letter or notification that you think might be helpful. 
Please send this form to:
For Stage 1 IDRP:  Service Director Finance, Staffordshire Police HQ, Stafford, ST18 0YY
For Stage 2 IDRP: Executive Office, Staffordshire Police HQ, Stafford, ST18 0YY.
 Revised: May 2023
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