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[UK – 19 May 2026] – With one month to go until the 19 June deadline, ZEDRA, an award-winning 
provider of pension and incentive services, is urging pension schemes to ensure they are compliant 
with new statutory requirements governing the handling of member data complaints. 

The changes arise under the Data (Use and Access) Act 2025 (DUAA), which applies to all 
organisations acting as data controllers, including pension scheme trustees, and introduces new 
requirements around the handling of data protection complaints from members. 

Under the new regime, schemes must ensure members are able to raise data protection complaints 
directly, that complaints are acknowledged within 30 days, and that they are handled appropriately and 
without undue delay. *  

Lauren Shipman, Trustee Executive, at ZEDRA Inside Pensions said: “For many pension schemes, 
the work required to comply is relatively modest, typically involving updates to existing complaints 
procedures, privacy notices and governance documentation. However, there is concern that the 
changes may have gone under the radar for some schemes amid wider regulatory pressures and 
competing governance priorities, and that some may need to establish new documented complaints-
handling processes. And although modest, this is important governance work that trustees cannot afford 
to overlook. 

“In instances where schemes have outsourced administration to third-party providers it’s important to 
be satisfied that compliance is being appropriately managed. Ultimately, accountability rests with 
trustees, and this can create potential governance and oversight risks where responsibilities, 
procedures and reporting lines have not been clearly reviewed. Trustees should seek confirmation from 
their administrators, where applicable, on what changes have been made and whether governance 
arrangements remain compliant. If these issues are not addressed, it could increase the risk of 
complaints escalating to the Information Commissioner’s Office (ICO), the Pensions Ombudsman, or 
broader governance scrutiny.” 

Shipman added: “If complaints emerge later and trustees cannot evidence proper procedures, it could 
quickly open a can of worms from a governance and reputational perspective. 

“With that in mind, trustees should now be using the remaining time before the rules take effect to review 
existing data complaints procedures, ensure member-facing privacy notices and governance 
documentation are updated where necessary, and confirm responsibilities with third-party 
administrators and processors.” 

-ENDS- 

*Footnote: These requirements relate specifically to data protection complaints, rather than broader 

member disputes handled under Internal Dispute Resolution Procedures (IDRP). Trustees must ensure 



 

there is a clear, documented mechanism for handling concerns relating to personal data, including 

subject access rights, inaccuracies or misuse of information. 
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About ZEDRA   

ZEDRA is a global provider of Corporate, Funds and Wealth solutions, supporting businesses, fund 
managers, high-net-worth individuals and families with the governance, administration and operational 
expertise needed to navigate complexity and achieve their long-term ambitions.  

With more than 1,400 specialists across 100 countries and 30+ offices, ZEDRA combines deep 
technical knowledge with a genuine relationship-led approach. From global expansion and fund 
administration to private wealth, pensions and incentives, ZEDRA helps clients manage risk, protect 
assets and build for the future with confidence.   

At ZEDRA, we make ambition happen.   

 


