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Foreword

This Corporate and Business Plan (our first to bear that name) is in style and approach a
development of last year’s business plan. As a step towards this version, last year for
the first time we set out in a published document our plans beyond the core areas of
case throughput and budget forecasts. We talked about wider matters such as the
accessibility of our services, how we are perceived, our approach to service delivery and

priority setting.

In this year’s plan we review the themes that we identified last year and set out our
intended activities for the next three years, with this year in detail. We have two roles,
the one core statutory task of dealing with complaints and disputes as Pensions
Ombudsman and the presently much less significant function (in terms of work) as
Pension Protection Fund Ombudsman). We are a small office with 37 staff and planned
expenditure below £3m. So we have to strike a difficult balance. Our approach to
planning (and management generally) has to be meaningful and effective without being

disproportionate to our business.

The big change this year for the office — and for our stakeholders — is that we will no
longer be struggling with the burden of a substantial backlog. That is not to say that we
will start 2009/10 year with everything absolutely up to date — but we will be much

closer to that than we have been for many years.

So we have a real opportunity to catch up in a number of areas that have been left to
one side in the last while, whether by choice or unavoidably. And we also have an
opportunity to take a step back and look at our forward plans rather than concentrating

almost exclusively on getting through the work in hand.

A second change from last year is that our plans were then made in the context of a
prospective merger with the Financial Ombudsman Service. Late in 2008 it was

announced that Ministers had decided that the merger should not be proceeded with.



Instead the two offices and our various stakeholders have been working on the benefits
of closer working in a number of areas. We touch on these in the body of this

document.

| ended last year’s foreword by noting the importance of reducing the time within which
we deal with cases. | said “We cannot expect that everyone will be pleased with each
case outcome, but if the outcome is not delivered in a reasonable timescale we risk
pleasing no-one.” That remains true. Whatever else we do in future we are committed
to making the case handling process as efficient as it can be — and we will not let our

strategic work distract us at the risk of a backlog building up again.

Tony King

Pensions Ombudsman
Pension Protection Fund Ombudsman



I. About the Pensions Ombudsman and Pension
Protection Fund Ombudsman

Our statutory role

The Pensions Ombudsman’s office investigates and determines complaints and disputes
concerning occupational and personal pension schemes. The post-holders of Pensions
Ombudsman and Deputy Pensions Ombudsman are appointed by the Secretary of State
for Work and Pensions. They act independently and impartially and their decisions are
final and binding (subject only to appeal to the courts on a point of law), and enforceable

in the courts.

As a separate statutory function, the present holders of the posts of Pensions
Ombudsman and Deputy Pensions Ombudsman have also been appointed Pension
Protection Fund Ombudsman (PPFO) and Deputy PPFO. In this capacity they deal
with complaints and “reviewable matters” connected with the Pension Protection Fund
(a statutory corporation) and appeals against decisions of the Financial Assistance
Scheme (operated by the Department for Work and Pensions (DWP)). The PPFO’s
functions are carried out by staff of the Pensions Ombudsman. For overall planning and
budgeting purposes the functions of the Pensions Ombudsman and the PPFO are

combined, taking into account the needs of each.

Our aims
Our overall aims align with and supplement the formal statutory roles. We aim to:
e Deal with complaints and disputes:
O in accordance with our powers
O in a manner and timescale that is proportionate to the issues
O by communicating clearly
0 with the “right” outcome — consistent with the law where that is
required
e Ensure that those who need to use our services can do so, by:

O being accessible to all



0 communicating effectively what we do and how we do it
e Provide information and assistance designed:
O to encourage early resolution of complaints - before coming to us where
possible

O to assist and promote good administration generally.

Our principles
Service
e  We are impartial
e  We value quality
e We treat people professionally and with courtesy
e We act with openness and transparency
e  We comply with our legal and regulatory responsibilities
Our people
e We treat each other with respect and fairness
¢ We help people to develop their potential
e We recognise the contribution that all our people make to the service we
provide
e We work as a team to achieve our corporate and personal objectives
External relationships
e  We recognise, respect and value the trust vested in us
e We listen to our stakeholders and use their feedback

e We take practical steps to reduce our negative impact on the environment

Formal relationships

... with DWP
Funding for the office is provided by way of Grant In Aid from the Secretary of State
which is recovered through a levy on occupational and personal pension schemes and

liaison is primarily through a DWP official appointed as Steward by the Secretary of



State (presently Robert Laslett, DWP Chief Pensions Economist and Director of

Analytical Strategy and Pensions Stewardship), and the Stewardship team.

The office-holder of Pensions Ombudsman is personally designated as Accounting
Officer by the DWP’s Principal Accounting Officer, the Permanent Secretary. A
framework document is in place between the Pensions Ombudsman and the Steward,
setting out the respective responsibilities and financial arrangements consistent with
Grant in Aid status. The Pensions Ombudsman is also the appointed Pension Protection

Fund Ombudsman and the relationships in that role are fundamentally the same.

... with other publicly funded bodies

The Pensions Ombudsman for Ireland and the Financial Ombudsman Service

Memoranda of Understanding are in place with the Financial Ombudsman Service and
the Pensions Ombudsman for Ireland, defining how each party will deal with areas of
potentially overlapping jurisdiction.

The Pensions Advisory Service (TPAS)

Most people that come to the Pensions Ombudsman are expected to have first
consulted TPAS. We have quarterly high level meetings to add to the regular
communication that takes place between the offices on procedural matters and handling
of individual cases.

Other pensions bodies

The Pensions Ombudsman is a member of the Pensions Institutions Forum, established
in line with Paul Thornton’s recommendation in his Review of Pension Institutions. Less

formal lines of communication are also in place with the regulators and others.



2. Our work

In our 2008/9 business plan we identified five key work streams — all inter-related:
o casework
e process
e communications and access

o staff support and development

relationships

We have reviewed those work streams. They continue to give appropriate structure to
our work. We have however widened the heading “Casework” to “Our workload” to
be clear that it covers dealing with the several thousand enquiries a year that do not

turn into cases to be investigated.

So for 2009/10 and onwards our interconnected work streams will again be:

e Our workload — the core work of dealing with enquiries, and investigating
cases;

e Process — examining how our service works, and could work better;

e Communications and access — including our website, how we communicate
with the parties to complaints, and how we ensure that we understand and
respond appropriately to expectations of us;

e Staff support and development — mentoring, training, involving and
communicating;

¢ Relationships — interacting with stakeholders and partners

Our workload

The only statutory task of the Pensions Ombudsman is to determine complaints and
disputes. Dealing with the enquiries that we receive, deciding which can and should be
dealt with as complaints/disputes and then processing them represent the core of what

we do and must always be our priority.



Three year plan

As identified in section 3 we do not envisage any significant overall change in incoming
work in the years covered by this plan, though we are at the mercy of demand which is
potentially influenced by a wide range of factors. We discuss those in more detail in

section 3 (including any consequences of the economic downturn).

As far as goals for timescales are concerned we will continue to work towards
reductions. Our longer term aim (which will need to be reviewed year on year in the
light of incoming work and other factors) is to deal with 95% of investigations within 12
months. This is in line with the conclusions of an external business review carried out

in 2005/2006 as to what should be regarded as achievable without any backlog.

Over the three years we will continually support consistency and efficiency through our
internal knowledge management facilities and facilitating communication between staff

on case issues.

2009/10
Our key goals for next year are to:

e deal with initial enquiries, deciding whether or not to investigate, and if so what
aspects should be investigated, in an average of 10 weeks (2008/9 goal was 10
weeks);

e complete our investigations within an average of 10 months from the date that
the initial application is made (2008/9 goal was 24 months);

e by 31 March 2010 to have no more than 20 cases on hand that are more than |2
months old (2008/9 goal was 50 cases at 31 March 2009);

e achieve an average age of open investigations of 28 weeks at 31 March 2010

(2008/9 goal was 8 months);

Process
In 2008/9 we made changes to some aspects of the way we deal with cases. We have
simplified and shortened our formal decisions, and introduced more flexibility into our

investigation process. This is not the place to report on the detail of the changes,
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however. We consider them to have been beneficial although it is not yet possible to
quantify the effect directly (and may never be). There has been some positive comment.
Importantly we have not met with adverse comment either from the parties to
complaints or elsewhere. If unobjectionable changes have made us more efficient, that

should be a source of satisfaction.

The legislation that covers the Pensions Ombudsman, which includes statutory
procedure rules, sets down a fixed path for investigations to take. The Thornton
Review of Pension Institutions recommended that, with or without a merger with the
Financial Ombudsman Service, the Pensions Ombudsman’s constitution should be re-

examined with a view to improving effectiveness.

Three year plan

We will keep processes continually under review. Even ideal processes become out of
date as the environment in which they operate changes over time. In considering and
making changes we will do so with the involvement of our stakeholders wherever that

would be practicable and valuable.

Our aim over the period of this plan is to maintain processes that fulfil the criteria of
dealing with our workload proportionately and efficiently, with the right outcomes for

the parties.

2009/10

In the light of the Ministerial decision that, in place of a merger with the Financial
Ombudsman Service, opportunities should be examined for closer working between the
two organisations it has been decided that:

e we will continue to review processes and implement change within the scope of
existing rules (they provide that a breach does not invalidate the process — which
gives scope to make changes that are not to the parties’ disadvantage);

e we will take into account the scope for and benefits of compatibility with FOS’

processes



e the need to modify legislation will be considered in the context of those changes

towards the end of 2009/10.

In addition we will update/develop process documentation to accurately record our

processes — in a way that will allow easy updating as processes are modified.

Communication

This work stream is concerned with making sure that our users and potential users can
reach us; that we understand what they would like from us; that we explain to them
what we can and cannot do; that if things do go wrong we deal with complaints about
our service quickly and effectively; and that in progressing cases we communicate

appropriately and clearly.

Three year plan
Our aim over the three years of this plan is to be a modern, welcoming and

communicative service that listens and responds to our stakeholders.

2009/10
We will:

e build on and strengthen liaison arrangements with appropriate interest groups
(in particular the recently re-established liaison group which meets periodically
for us and our principal industry stakeholders to share developments);

e review our approach to surveying customer satisfaction (including the possibility
of a telephone survey) — to establish an approach that produces results that are
comparable over time;

e review our standard letters, including updates and reminders, and our general
approach to written communication to make sure that we deal with people in
the way that they would like, wherever possible, and we are clear and consistent
in what we say and when we say it;

e strengthen and extend our accessibility arrangements, to include our ability to
communicate in languages other than English, our approach to equality issues

generally and the use of technology.
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Developing and supporting our staff
The biggest contribution to success or failure in delivering our objectives, is made by
our staff. It is essential that they have the tools to do their job effectively, and that we

give them the support they need and the opportunity to develop their skills.

It is also essential that our staff be rewarded appropriately. There are historic links to
DWP pay and grading that go back to when the office was, for financial purposes,
regarded as a division of DWP. The linkage can no longer be maintained (whether
desirable or not) since we now have to implement pay settlements measured on our
own payroll as within Treasury guidance. (Previously we counted as part of the overall

DWP settlement.)

Three year plan
Our medium term aim is that our staff should:
e feel involved, supported and valued;
e produce consistently high quality work at acceptable productivity levels;

e be rewarded appropriately and commensurately.

2009710
We will:

e ensure we apply a focussed approach to individual development, including
individual support programmes where needed;

e review present pay and grading (using external consultants) with a view to
introducing a structure independent of DWP and appropriate to our needs (if
necessary with a phased introduction over more than one year);

e apply for reaccreditation as an “Investor in People” (due by November 2009);

e continue to encourage good communication.



Relationship and policy developments

Maintaining good relationships with partner organisations (other ombudsmen - with the
Financial Ombudsman Service foremost, the Pensions Advisory Service, regulators and
government departments) smoothes the path for us all. As importantly it helps our

stakeholders if the result is that they can deal with joined up organisations.

We can and should maintain direct contact with stakeholders too. We have referred to

the re-established liaison group under the communications work stream.

Three year plan
Our simple and continuing objective over the three years to which this plan relates is to

support good quality relationships with all partners and stakeholders.

2009/10
We will:
e continue to work with DWP, FOS and TPAS on the closer working initiative;
e consider any areas where relationships can be strengthened — in particular
looking at the “consumer” side of our business — scheme members and others

who may become individual complainants.



3. Casework forecast

Predicting how many complaints will be brought to the office in any year is, put simply,
largely guesswork (but guesswork that is as educated as we can make it). We do try to
identify early warning signals — for example we liaise with the Pensions Advisory Service
to help spot surges in complaints on particular matters that could find their way to us,
and with large schemes so that we have early warning if significant numbers of
complaints are working through their internal dispute resolution procedures. That
apart, identifying trends or reasons for changes in the number of complaints from one
year to the next is extremely difficult. And the position year on year can easily be
distorted if we receive a large group of connected complaints, as we did in 2007/2008
with a group of 240 cases. We have not been able to identify any discernible trends over
the last few years, and there are no known major developments expected imminently in
the wider pensions landscape, so we have no sound basis for assuming that our

workload over the coming years will be more or less than now.

It will be some years before we feel the impact of personal accounts, and it is impossible
yet to gauge the extent to which their introduction will significantly affect our workload.
The greatest risk of immediate impact is if the auto-enrolment requirements are not
met by employers, with consequential complaints from those who should have been

enrolled.

Similarly, on the face of it, it may seem that the continuing move away from final salary
defined benefit schemes to defined contribution schemes — which are simpler and so
have less scope for things to go wrong - may mean fewer complaints over time. But the
fact that the defined contribution scheme member bears the investments risk may mean
that we receive more investment related complaints (particularly in view of uncertainty

in markets over the next while).

We do not envisage that the economic downturn will have a direct or obvious effect on

our workload. It may be that people will subject their finances to closer scrutiny — and
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if they do they may identify causes to complain about their pensions. The move away
from final salary schemes, discussed above, may accelerate. Redundancies and business
closures may mean that pensions are crystallised against a background of mistrust and
grievance. But these will be gradual and indirect consequences of the downturn which it

would be difficult to plan for meaningfully, if they happen at all.

In summary, although there are bound to be developments over the next few years
which have a bearing on the volume and types of cases we receive, it would be

premature and speculative to try to factor them into our forecasts now.

The following table shows our expected position at | April 2009 and projections for
enquiry and investigation throughput to 31 March 2012, with comparative figures for
2007/2008. The reality of course is that we will not receive precisely the same number
of investigation cases, or indeed enquiries, over the coming years. If incoming casework
increases, we will need to consider taking on additional resource, and are already in
discussion with the Financial Ombudsman Service about the scope for exchanging
resource if respective needs change. Conversely, as the table reflects, if incoming
casework does stay much as now, or indeed decreases, maintaining present resource
levels would be unnecessary. At the moment all we need to do is bear in mind that one

or other of those two things will happen and retain flexibility to manage them.



2007/08 | 2008/2009 | 2009/2010 | 2010/2011 | 2011/2012
Telephone enquiries 4036 4000 4000 4000
Written enquiries
b/fwd 749 282 283 200 150
New 2576 3007 2900 2900 2900
Total in Year 3325 3289 3183 3100 3050
Referred, rejected or 2048 2263 2233 2200 2200
discontinued
Accepted for Investigation 995 743 750 750 750
Total Enquiries Closed 3043 3006 2983 2950 2950
c/fwd 282 283 200 150 100
Investigations
b/fwd 974 930 477 427 327
Accepted for Investigation 995 743 750 750 750
Total in Year 1969 1673 1227 1177 1077
Total Investigations closed 1039 1196 800 850 900
c/fwd 930 477 427 327 177
Starting position

Over the last few years considerable progress has been made into what was a very
significant backlog of elderly cases. At | April 2007 we had over 500 cases on hand over
a year old, and some 450 at | April 2008. Inevitably some cases will take a while to
complete, but we start 2009/2010 at a near steady state with 46 cases on hand more
than 12 months old, the intention being to reduce that even further, so that by 31

March 2010 no more than 20 cases will have been with us for more than |2 months.

Productivity in 2009/2010 and beyond
We expect to continue to close more cases than we receive for the foreseeable future,
if our assumption that the number of cases brought to us remains reasonably constant.

Overall, we expect productivity improvements that are reflected in reduced staff

14




(accommodated by natural wastage) and faster throughput. These come through in the

business goals set out in the next section of this plan.



4. Business goals for 2009/2010

Dealing with written enquiries

We receive many enquiries in many forms, not all appropriate to this office. Some may
simply be asking for information or advice, in which case we would try to pass them on
as appropriate; some may be complaints that are not for us — for example about state
pensions — whilst some may be formal applications. We cannot control the flow of work
to the office, but our objective is to aim to deal with whatever reaches us in a timely

fashion. So our goals will be:

o to deal with an expected 2,900 enquiries so as to hold no more than 200 open
enquiries at the year end;
e  to provide an initial response, definitive where possible, asking for further

information where not, in an average time of 3 working days.

Where we do receive a formal application we undertake a number of checks to ensure
that the matters complained of are within jurisdiction, for example that the application
has been made within the statutory time limits and we have jurisdiction over the parties,
and that we properly understand the issues. This is not always straightforward, and
sometimes the decision about whether a matter is within jurisdiction will be finely

balanced. For these cases our goal will be:
o to take decisions whether to investigate within an average of 10 weeks.

Investigating cases

The investigation process begins once an application has been through our jurisdiction
checks and we have agreed to take it on. Applications can range from relatively
straightforward matters, sometimes involving only small sums of money — which may
nonetheless be important to the party complaining — to immensely complex complaints
involving many hundreds of thousands of pounds. The resource requirements, and time

taken to investigate, thus also vary dramatically from case to case; and sometimes

16



circumstances beyond our control can significantly affect how long an investigation takes
— for example we may have to suspend an investigation if an appeal which may affect the

outcome is progressing through the courts.

However, assuming our intake projections are reasonably accurate, with the burden of
very old complex cases lifting, and the benefits of process reviews materialising, our

goals will be:

e  to close not less than 800 investigations by the end of the year so as to hold no
more than 450 open investigations at the year end; (2008/09 goal was | 100 and
500 respectively)

o to complete investigations within an average of 10 months; (2008/09 goal was 24
months)

o to have in hand at 31 March 2010 no more than 20 investigations that are over 12
months old, and no cases over 24 months old; (2008/09 goals were 50 and 15
cases respectively)

o to achieve an average age of open investigations of 28 weeks (2008/09 goal was 8

months (34.67 weeks)).



Costs

We monitor and measure the overall average cost of dealing with a case — both for
enquiries and investigations — brought to the office. It would not be appropriate to
regard these as “unit costs” in the strict sense, because our expenditure goes wider
than pure casework, but they do represent a crude measure of the cost of dealing with
our enquiries and investigations. However, they need to be regarded with considerable
caution. In any year, for example, the position will be distorted considerably if we
receive a large number of separate but related cases which can effectively be dealt with
as a single investigation. So not only do the results tell us very little that is meaningful
about our efficiency compared to other complaint handling bodies, they tell us very little
about our own year on year efficiency. We measure them because, in the longer term,
they may tell us something about how our efforts to improve cost effectiveness and

productivity are progressing.

Our goals will be:

e  to restrict cost per case to £918 (calculated as actual expenditure/total closures')
(2008/09 goal was £982)

o to restrict cost per investigation to £3,482 (calculated as actual expenditure/total
closed investigations) (2008/09 goal was £2,535 — artificially low as a result of
significant groups of connected cases with which we started the year).

o to restrict total expenditure to no more than £2.786m (PO only).

! Calculation is Total Enquiries closed + Investigations closed — Accepted
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5. Resources and budget

We start 2009/2010 with just over 37 full time equivalent staff in post including the two
ombudsmen. This also includes the resource necessary for the PPFO work which is

covered in more detail in Section 7.

Casework
We have 32.3 full time equivalent staff devoted to investigation work (again including the

two ombudsmen) of which roughly two are required for PPFO activity.

Business Support and Administration

The remaining staff, totalling five full time equivalent, undertake office support functions.
We recognised that the switch to Grant in Aid and the greater independence that
brought with it would mean increased pressure in this area. For example, a significant
amount of time is now needed in connection with the additional accounting and audit
requirements which flow from the fact that the Pensions Ombudsman is now formally

recognised as an Accounting Officer.

Our IT system continues to be resource intensive, requiring significant ongoing
maintenance and remains a greater burden on the administrative resource than had

been anticipated. .

Ombudsmen
The present Pensions Ombudsman’s initial term of office runs to 31 August 2010, and is

renewable without open competition for a further three years.

The current Deputy Pensions Ombudsman acts also as Casework Director. His first
term of office as Deputy Pensions Ombudsman ended on 31 March 2008 and his

appointment has been renewed to 30 September 2009.



For the budget forecast for the years up to 201 1/12 we assume no further changes in

staffing requirements beyond 2009/10.

The bulk of our finances are staff costs. We have allowed for a 2% pay increase in 2009,
though actual increases are subject to DWP approval taking account of Treasury

guidance.

We have no significant capital spend forecast, mainly because our furniture is covered by
a contract for which we pay a monthly charge included in our accommodation costs.
Our IT equipment is being written off over three years for accounting purposes and we
will need before long to consider replacing it as it inevitably becomes more outdated.
Alongside that our managed service contract expires shortly which will provide an

opportunity to review our requirements more generally.
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PO Expenditure (£Ks)

2007/08 2008/09 2009/10 20010/11 2011/12
2009/10 Broad Spend Headings Spend Spend Forecast | Forecast | Forecast
Spend Spend Spend
Staff Salaries 2057 1905 1943 1982 2022
Other Staff operating costs including 86 25 45 45 45
training and recruitment
IT/Telecommunications 26 312 225 215 215
Professional Services 23 55 95 50 50
Subscriptions 48 57, 60 60 60
Legal Costs 39 46 30 30 30
IAccommodation 217 149 297 300 300
Print & Stationery 30 21 30 30 30
Insurance 3 3 3 3 3
Postage/Courier Services 12 10 15 15 15
Other 16 20 33 33 33
Sub Total 2557 2603 2776 2763 2803
Capital IT/Telephony 0 0 5 200 5
Furniture/Equipment 0 0 5 5 5
Depreciation 77 77 77 70 70

Y Includes IT costs of £214K from 2007/08
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6. Risks and Governance

Risks

We maintain a risk register which identifies key strategic and operational risks to the
effective functioning of the office as a whole. These are monitored by the Senior
Management Team on a monthly basis and reviewed regularly by the Audit Committee.

The main risks (not in any order of importance) are:

e there is a breakdown in good relationships with key stakeholders e.g. DWP;
e our corporate governance and management controls are not fit for purpose;
e our financial controls and systems fail

e we have insufficient resource;

e we fail to fulfill our legal responsibilities as an employer;

e the office fails to keep pace with external pensions environment;

e our casework input or throughput predictions are not met;

e the office fails to make the right casework decisions and/or there are significant
and serious challenges on casework decisions or processes;

e our IT and telephony systems are not fit for purpose;
e our Business Continuity Plan is not sufficiently robust
e we breach Data Protection requirements;

e our key suppliers will not survive the economic downturn

Governance

We mention in section 5 that the change in our financial arrangements has imposed
additional burdens. But it has also meant that we have needed to look quite hard at
certain aspects of our activities to make sure that they pass muster — which may be no

bad thing.

So, under the watchful eye of our auditors and audit committee we have made progress,
but have more to do, in analysing and managing risk, data security, aligning our internal
management information with financial statements and a number of other areas. Our
auditors have not identified fundamental weaknesses in any of these areas. Next year’s

work will supplement what we have already done. So, for example, we will be
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considering extending our risk register, which presently covers strategic risks managed
at senior management team level, to deal with operational risks that should be managed
within the teams. And to add to the measures already taken to ensure that data
transmitted externally is secure, we will be reviewing our arrangements for handling

data internally to minimise any risk.
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7. Pension Protection Fund Ombudsman: PPF and FAS

As explained earlier, we manage the two separate functions of Pensions Ombudsman
and Pension Protection Fund Ombudsman (PPFO) together for financial purposes. This
section deals with the particular requirements of the latter function, as taken into
account in our budget. The PPFO deals with referrals of reviewable matters from, and
complaints about, the PPF, and appeals from the FAS. The PPF work we do will be taken
into account in setting any PPFO levy on schemes, whilst FAS work is funded by

Government.

No staff are dedicated exclusively to PPFO work, but in total we expect PPFO activity
to require the equivalent of one senior investigator and one investigator. We do
however need to try to identify the costs associated with the PPFO for accounting
purposes. This is difficult given the low level of PPFO work and the shared overheads
and other split costs — for example Ombudsman time. However, we introduced earlier
in the year a time recording arrangement for PPFO work following a NAO
recommendation last year, which should enable us to produce a reasonably reliable
figure for PPFO costs. The budget for 2009/2010 based on expected casework and a
share of overheads is: PPF £60k and FAS £30k.

It remains difficult to predict case numbers for PPF and FAS but they continue to be
low, with no suggestion that they will increase significantly in the near future. As more
schemes are taken on by the PPF, there is inevitably more scope for complaints, so over
time we expect to see some increase. But for the period covered by this plan, we are

planning to receive around 20 PPF cases and 10 FAS cases each year.
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