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Complaint Handling Policy

[bookmark: _Hlk126588555]Our Complaint Handling Policy reflects Lothian Pension Fund’s commitment to members that we manage all complaints appropriately. We’ve put in place a policy to resolve complaints and will conduct impartial and fair investigations so we can make evidence-based decisions on the facts of the case if appropriate.
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Our complaints handling policy covers the service that we’ve delivered, for example:
· Poor standard of service:  When our work has not been done to a reasonable standard
· Unreasonable Delays: Taking too long to deliver the service 
· Staff Conduct: Unprofessional or unhelpful behaviour from staff.

We learn from complaints. It gives us valuable information to help improve our service and customer satisfaction. Our Complaint Handling Policy enables us to address member dissatisfaction and may prevent similar situations from happening again. 

For our staff, complaints provide a first-hand account of the members’ views and experience and can highlight things we may otherwise miss. It helps us to continuously improve our services.

All member-facing staff across Lothian Pension Fund must cover complaint handling training as part of their induction and will be given refresher training as required, to ensure they are confident in identifying complaints, empowered to resolve simple complaints on the spot, and familiar with how to apply policies. They also participate in effective conversation training to equip them with skills to undertake conversations competently and with confidence. 


[bookmark: _Hlk126588936]Timescales for Making Complaints 

1. We encourage members, or their representatives to raise a complaint within six months of an incident or something occurring with which they are unhappy. There are exceptional circumstances for considering complaints beyond this time, for example, where members may be unable to because of serious illness or recent bereavement)
2. Anyone can make a complaint, either verbally or in writing including, by phone, letter, or email
3. We’ll try to resolve complaints to the satisfaction of our members, or their representative wherever this is possible. Where this is not possible, we will give the member, or their representative a clear response to each of their points of complaint. We’ll always try to respond as quickly as we possibly can and at the time the complaint is made, where possible 
4. Our complaints handling policy has two stages which are set out in more detail below. We expect most complaints will be managed at stage 1. If the member, or their representative remains dissatisfied after stage 1, they can request that we look at it again, at stage 2. If the complaint is complex enough to require an investigation, we will put the complaint into stage 2 straight away and skip stage 1.




How the Lothian Pension Fund complaints handling policy works
	Complaint received

	A member, or their representative may complain either verbally or in writing, including, by phone, letter, or email.

	Frontline
response 
– Stage 1 complaint 
	Investigation by the 
Customer Experience Manager 
– Stage 2 Complaint 
	Independent 
review 
– Stage 3 complaint

	
For issues that are straightforward and simple, requiring little or no investigation. An ‘on-the-spot’ apology, explanation, or other action to put the matter right will be offered.
 
Complaint resolved or a response provided in five working days or less (unless there are exceptional circumstances).

Complaint addressed by any member of staff or alternatively referred to the appropriate point for frontline response. 

Response normally by telephone (though sometimes we’ll need to put the decision in writing). 

If required, we’ll tell the member how to escalate their complaint to stage 2.

	
Where the member, or their representative is not satisfied with the frontline response, or refuses to engage at the frontline, or where the complaint is complex, serious or 'high-risk.’.

Complaint acknowledged within three working days.

We’ll contact the member, or their representative to clarify the points of complaint and outcome sought (where these are already clear, we will confirm them in the acknowledgement).

Complaint resolved or a definitive response provided within 20 working days following a thorough investigation of the points raised.

	
Where the member, or their representative is not satisfied with the stage 2 investigation they can make a formal complaint to: The Pensions Ombudsman, 10 South Colonnade, Canary Wharf, London, E14 4PU.
Tel:  0800 917 4487
Email: Enquiries@pensions-ombudsman.org.uk
Website:  www.pensions-ombudsman.org.uk





	Resolution

	A complaint is resolved when both Lothian Pension Fund and the member, or their representative agree what action (if any) will be taken to provide full and final resolution for the member, without deciding about whether the complaint is upheld or not upheld. 

We will try to resolve complaints wherever possible, although we accept this will not be possible in all case. We must record the complaint outcome and any action taken and signpost the customer to stage 2 (for stage 1 complaints) or to The Pension Ombudsman.


	

	Extension to the timeline

	
We make every effort to meet the deadlines above. If we think it will not be a possible to meet the timeframes for an investigation, we’ll contact the member, or their representative, give the reason, and provide a revised timescale for completion. 

Reporting, recording and learning 

· We record details of all complaints, the outcome and any action taken, and use this data to analyse themes and trends

· There must be a clear record of how the complaint was resolved, what action was agreed, and the member or their representative's agreement to this as an outcome

· Action is taken to improve services based on complaint findings, where appropriate

· Senior management have an active interest in complaints and use complaints data and analysis to improve services

· Learning is shared throughout the organisation

· We publish a yearly complaints report on our website that summarises complaint trends and the actions that have or will be taken to improve services as a result. Similar details are also published in our annual report. 






[image: ]Expected Behaviours 

We expect all Lothian Pension Fund colleague to behave in a professional manner and treat our members with courtesy, respect, and dignity. We also ask members, or their representatives bringing a complaint to treat our staff with the same respect.

Members whose behaviour is repeatedly challenging or inappropriate, may still have a legitimate grievance, and we will treat all complaints seriously. However, we also recognise that the actions of some members may result in unreasonable demands on time and resources or unacceptable behaviour towards our staff. We’ll protect colleagues from unacceptable actions such as unreasonable persistence, threats or offensive behaviour from members or their representative.

If the decision is made to restrict a member’s contact (for example, limiting communication to letter or to a named staff member), we’ll normally continue investigating a complaint. In some cases, it may be possible to continue investigating the complaint without contact from the member.


What is Not Covered by Our Complaints Handling Policy?


The Local Government Pension Scheme (Scotland) Regulations 2018 give members, prospective members, or the widow, widower or dependant of a deceased member, or their representative, access to a two-stage appeal process known as the Internal Disputes Resolution Procedure (IDRP) if they disagree with any decision made by a scheme employer or the Administering Authority, which affects their rights under the Scheme and which has not been resolved to their satisfaction. The IDRP will apply to complaints about how the pension rules have been applied for example:

· Benefits calculations
· previous membership
· Transfers in and out 
· AVCs.

Further details can be found at Complaints and Appeals | LothianPensionFund.

Any complaint, dispute or disagreement relating to your personal data, e.g. how it has been collected, used, stored, shared, or otherwise processed by us (the administering authority), a scheme employer, or their service providers will be handled in accordance with the Data Subject Complaints Policy. If it’s unclear whether the complaint is a data subject complaint, we may ask you to clarify.
Where only part of a complaint is a data subject complaint, we may either:
1. Treat the whole complaint as a data subject complaint; or
2. [image: ]Split it up and deal with each part under the relevant policy.
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