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CHAPTER 9 
 

INTERNAL DISPUTE RESOLUTION PROCEDURES 
 
 
GENERAL 
 
09001.  The Internal Dispute Resolution Procedures (IDRP) are formal procedures set up to resolve 
disagreements between the scheme administrators, Defence Business Services (DBS) in Glasgow, 
and individuals who have an interest in the scheme, such as members, wives or dependants, and 
others.  This provides the opportunity to complain to the scheme administrators about matters in 
relation to the administration of the scheme and maximises the opportunity to resolve the 
disagreement internally. 
 
PROCESS 
 
09002.  The IDRP process consists of two stages.  Under the first stage, you have the right to 
complain to the scheme administrators.  Under the second stage, you have the right of appeal to a 
higher level against the decision made on your first stage complaint.  If you are living in Nepal, at 
the first stage your complaint should be passed to the scheme administrators through your Area 
Welfare Centre, or through BGN. 
 
09003.  If your complaint remains unresolved, you may then take it to the Pensions Ombudsman 
(PO) through The Pensions Advisory Service (TPAS). 
 
ADDITIONAL READING 
 
09004.  Further information on IDRP, including the roles of the PO and TPAS, can be obtained from 
the Veterans UK factsheet – ‘Internal Dispute Resolution Procedures’ which also applies to the 
GPS.  This can be found online through the link shown below: 
 
Internet link: 
 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/8
30227/IDRP_Factsheet.pdf 
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