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Re: ^_Pensions^_ ^_Ombudsman^_ ^_Service^_ ^_PO^_-^_12279^_

De: Ian McInnes (ian.mcinnes@yahoo.com.mx)

Para: judy.johnson-smith@pensions-ombudsman.org.uk

Fecha: jueves, 24 de marzo de 2016 9:23 GMT-6

Dear Ms Johnson-Smith
  

This is to follow up the email I sent two days ago, since I have some issues with the information that I received from
Equiniti Paymaster on their Complaints Procedure. I believe that this does not comply with the requirements of the
Internal Dispute Resolution Resolution Procedure on at least two counts.

  
Firstly, as I stated in my previous email, nowhere in the information from Equiniti Paymaster is there a reference to this
procedure. Your helpful information and template document made very clear that if it is not clearly stated that the
complaint is under the IDRP, then it will most likely not be considered to have formed part of the necessary procedure.
The lack of this information from Equiniti Paymaster means that in most cases complaints to Equiniti Paymaster would
be discounted.

  
Secondly, there is no timeframe specified for the first level of complaint - only that acknowledgement will be made within
ten working days. This does not appear to give any timeframe within which any resolution will be made, thus making
likely that the complainant will be "strung along" indefinitely.

  
I attach the correspondence from Equiniti Paymaster describing their purported standards of service - this is the only
correspondence I have received from them on this matter. I have included both pages for completeness, but the second
page is the important one.

  
Yours sincerely,

 Ian McInnes.
  

--------------------------------------------
 El mar 22-mar-16, Judy Johnson-Smith <judy.johnson-smith@pensions-ombudsman.org.uk> escribió:

  
Asunto: Pensions Ombudsman Service

 A: "ian.mcinnes@yahoo.com.mx" <ian.mcinnes@yahoo.com.mx>
 Fecha: martes, 22 de marzo de 2016, 5:30
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Our Ref: PO-12279

  
                       

  
 
    

  
                       

 22 March 2016
  

 
 
 
    

 Dear Mr McInnes
 Armed Forces Pension

 Scheme 
 Thank you for your email

 of 20 March 2016.
 Before we can investigate

 your complaint, it is a legal requirement that you must have
 tried to resolve it through the Scheme’s formal

 internal dispute resolution procedure (IDRP). 
 There are usually two stages to the IDRP, although

   some schemes only have a one stage process. Having looked
 at the information you have sent us, it does not appear that

 your complaint has been through this process.
 The IDRP must be

 attempted, even where the Scheme has indicated that the IDRP
 would serve no useful purpose or where they have already

 responded to your complaint on an informal basis. Even if
 you have already received a response to your

   complaint from the Scheme, unless it specifically states
 that it is a response under the formal IDRP, it is unlikely

 that this requirement has been met. 
  

As a result, you will need
 write to your contact at the Scheme again and ask that your

 complaint is formally considered under the Scheme’s
 IDRP.

 It is up to you how you
 set out your complaint, but I attach a template letter which

 may help you when writing to the Scheme. You can complete
 the template and send it to the Scheme at the address given
 on previous letters you have received.

 If the Scheme says they
 will not deal with your complaint, or they do not respond

 within the timeframe set out in their IDRP, please let me
 know as soon as possible. If you are still unhappy once you

 have completed the IDRP, it may still
   be possible to bring a complaint to us. 
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But please note that a
 complaint should usually be made to us within three years of

 when you became aware (or reasonably ought to have become
 aware) of the problem you are complaining about.

  
In some cases, we can deal

 with a complaint made outside the three year limit,
 particularly if it has been delayed due the completion of

 the IDRP. However, I must stress that we will not be able to
 confirm whether we can investigate until

   after completion of the IDRP. This means that, for the time
 being, our time limits will continue to run.

  
As a result, it is

 important that you write to the Scheme and complete the IDRP
 as soon as possible.

 If you still wish to
 complain to us after the IDRP has been completed, you will

 need to send us copies of the IDRP decision letter(s).
  

We find that people often
 benefit from using the Pensions Advisory Service

 (TPAS) before making a complaint to us. TPAS provide
 free independent advice and may help you resolve your
 complaint without having to come back to us. Even

   if they cannot resolve your complaint, they can help you
 with preparing your complaint to us. Further information

 about TPAS can be found at
 www.pensionsadvisoryservice.org.uk or you can call them on

 0300 123 1047.
 I attach a copy of our

 booklet, “Complaint about your pension? Here’s
 how we can help” which explains how we work and what

 we consider. If you require any further information, please
 let me know.

 Yours sincerely
     

 Judy Johnson-Smith
 I

 Investigation
 Assistant

 I 020 7630
 2208 

 Pensions Ombudsman Service
  

 
  
 www.pensions-ombudsman.org.uk

   
     
 Follow us on:

 Twitter POS |
 Facebook.com |

 LinkedIn
   

  
  
 The

 information contained in this e-mail is confidential and may
 be privileged or contain restricted information. It is

 intended for the addressee only. If you are not the intended
 recipient, please
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  delete this e-mail immediately and notify the sender. The
 contents of this e-mail must not be disclosed or copied

 without the sender's consent. We cannot accept any
 responsibility for viruses, so please scan all

 attachments. 
  

    
  

 
 
The original of this email was scanned for viruses by the

 Government Secure Intranet virus scanning service supplied
 by Vodafone in partnership with Symantec. (CCTM Certificate
 Number 2009/09/0052.) This email has been certified virus

 free.
  

Communications via the GSi may be automatically logged,
 monitored and/or recorded for legal purposes.
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