Local Pensions Partnership

Quarterly Complaints Reporting

The Complaints Board continues to provide oversight of complaint handling and actively reviews
lessons learned arising from complaints to support continuous service improvement.

During Q1, LPPA strengthened its focus on complaint handling by delivering further training on
best practice, complemented by a dedicated session delivered by The Pensions Ombudsman. This
investment in learning and development helps ensure that complaints are managed consistently,
fairly and in line with industry expectations, while reinforcing a culture of continuous improvement
across the organisation.

Complaint performance remains stable and low relative to overall activity levels. During the reporting
period, only 0.41% of processes subject to service level agreements resulted in a complaint,
demonstrating continued service quality across operational areas. Complaint volumes also remain
low at 0.36 complaints per 1,000 members.

The Board is encouraged by this consistent performance and remains committed to using complaint
insights to drive service enhancements, improve member outcomes and maintain high standards of
customer service.

Q4 2025/26

Carried forward from Complaints received Complaints

previous quarter (current period) completed
Delays 3 4 5
General Service 1 3 3
No Value Recorded 0 1 0
Payroll 0 0 0

Regulatory 0

Complaints closed / outcome (current quarter)

Carried forward

Upheld Not upheld Partially upheld Withdrawn
5 0 0 0 2
1 2 0 0 1
0 0 0 0 1
0 0 0 0 0

0 0 0 0 0 0 0
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Upheld Not Upheld Partially Upheld Withdrawn
Complaint is Complaint is not Part of the Member has
justified and justified and no complaint is withdrawn their

errors/omissions errors/omissions justified and part complaint.
occurred. occurred. is not.

Please note: that if the ‘carried forward from previous quarter’ figure does not match the corresponding ‘carried forward’ figure from the previous quarter, this is because the case is no longer active.

For further details on complaints, information is available through the client portal.



