
 

 

Questions and Complaint procedure / Internal Dispute Resolution  

Objective: 

The FSMA expects an institution for occupational retirement provision (IORP) to dispose of a clear and 
transparent complaint procedure, informing members on the procedure to follow in the event of a 
complaint (Practical Guide of the FSMA dated 14 December 2021). Through this Questions and 
Complaint Procedure, the J&J Pension Fund wants to inform all members and beneficiaries on the 
procedure to follow if they have a question, an issue or a complaint in connection with their 
membership to the Pension Plans and/or their (accrued) pension rights. 

In addition, within the framework of the General Data Protection Regulation (GDPR), obligations are 
imposed on the J&J Pension Fund should an infringement occur regarding personal data, also called 
data leak or personal data breach. A data breach exists when there is a security breach which 
inadvertently or unlawfully leads to the destruction, loss, modification or unauthorized disclosure of 
or unauthorized access to transmitted or stored data relating to an identified or identifiable natural 
person. In order to meet these obligations, the J&J Pension Fund intends to determine, through the 
following procedure, how it will deal with the occurrence of such infringements. 

Procedure:  

a) Contact person 

As a rule, if a member or beneficiary has a question or an issue concerning his/her pension rights or 
his/her membership to a pension plan, he/she shall address the question or issue in writing by means 
of a letter or e-mail to the administrator of the pension plan: 

For Ireland – Mercer: justASK@mercer.com  
For Belgium – Conac: jj.helpdesk@conac.be  
For The Netherlands – Achmea: pfjnj@achmea.nl  
For Germany - AON: rentenabrechnung@aon.com  

 
Upon receipt of the question or the issue, the administrator shall immediately inform the person(s) 
responsible for the daily management of the pension plan, and in common agreement they shall 
decide upon the nature of the question/issue (individual or collective; precedent value or not; 
amount at stake - see point b) hereunder) and the appropriate follow-up according to the principles 
mentioned hereafter.   

It is also allowed for a member or beneficiary to raise a question or issue in writing directly to the 
person(s) responsible for the daily management of the pension plan PENSIOEN@janbe.jnj.com in 
which event the latter will decide upon the nature of the question/issue (individual or collective; 
precedent value or not; amount at stake - see point b) hereunder) and treat the question or issue 
according to the principles mentioned hereafter. 
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b) Guiding principles for the treatment of the question, issue or complaint 
 

1. If it concerns an individual question or issue concerning the calculation of the pension rights 
or the management of the pension plan, and the question or issue has no precedent value, 
and the amount at stake does not exceed 25.000 EUR (or an equivalent amount in another 
currency), the pension administrator and/or the person(s) responsible for the daily 
management of the pension plan, shall answer the question within four weeks after its receipt 
(post stamp and/or date of the e-mail as evidence of receipt). He/she shall answer the question 
in writing, in a plain and clear language. If the member or beneficiary is not satisfied with the 
answer received, he/she shall write a motivated complaint explaining the question/issue at 
stake, the answer received, and the reasons why he/she does not agree with this answer, 
within four weeks after the date of receipt of the answer. This motivated complaint will be 
addressed to the (Chairperson of the) Board of Directors (Turnhoutseweg 30, 2340 Beerse in 
Belgium), at its next meeting. As from then, the procedure described under point 2 will be 
followed.  
 

2. If it concerns a collective question or issue concerning the calculation of the pension rights or 
the management of the pension plan, or the question or issue has or may have a precedent 
value, or the amount at stake equals or exceeds in aggregate 25.000 EUR (or an equivalent 
amount in another currency), than the person(s) responsible for the daily management will 
submit the question or issue (which it received either directly or through the pension 
administrator) in writing to the Board of Directors of the IORP within two weeks after its 
receipt. Unless exceptional circumstances, the Board of Directors will discuss the question or 
issue at the first Board meeting following the date it received the question or issue, or the 
motivated complaint (point 1). In the event of urgency, the Board of Directors can deal with 
the question, issue or complaint in writing or by conference call, or an extra-ordinary meeting 
can be convened. The Board of Directors can take all necessary measures to enable it to have 
a clear view on the question, issue or complaint, such as:  
— ask for actuarial, legal or financial advice;  
— ask for additional information from the member or beneficiary concerned, or from any 

other party involved (such as, for instance, the employer or previous employer);  
— hear the member or beneficiary concerned;  
— etc. 

 Once the Board of Directors has a clear view, it will answer the member or beneficiary 
concerned in writing, in a plain and clear language, explaining the reasons underlying its 
decision. It will do so within three months after it received the question, issue or complaint. In 
exceptional circumstances, this term can be extended to five months. In the event of urgency, 
the Board of Directors will do its utmost best to handle the question, issue or complaint as 
soon as possible.  

 The Board of Directors will inform the member or beneficiary concerned of the possibility 
he/she has to contest the decision in court and/or to contact the Belgian pension regulator, 
the Financial Services and Markets Authority (FSMA).  



 

 

3. If it concerns a question or issue regarding the interpretation of the pension plan rules or the 
design of the benefits, the pension administrator or person(s) responsible for the daily 
management will forward the question or issue within two weeks after its receipt to the J&J 
Pension Fund’s Board member of the country concerned. The Board member will then, at 
his/her own discretion, either directly answer the question in writing within four weeks after 
he/she received the question, or submit the question to the relevant sponsoring 
undertaking(s), who will then answer the question or issue in writing according to its/their own 
procedure, if necessary/required with the assistance of the competent Country Pension 
Council.  The person responsible for the daily management will inform the member or the 
beneficiary concerned of the transmission of the question or compliant to the sponsoring 
undertaking. A copy of the answer will be sent to the person(s) responsible for the daily 
management of the pension plan.  
 

4.  Dutch specifics.  
The Future Pensions Act (so-called: WTP - Wet Toekomst Pensioenen) distinguishes a 
complaint from a dispute. A complaint is defined as any expression of dissatisfaction directed 
to the J&J Pension Fund by a member or beneficiary. A dispute arises following a total or 
partial rejection of a complaint about a pension regulation by the J&J Pension Fund. 
 
Specific legal deadlines apply to all member and beneficiaries of the Dutch Section in relation 
to any complaint or dispute as defined in the Future Pension Act: 
– If a member or beneficiary files a complaint, the Pension Fund acknowledges receipt of 
complaint within two (2) weeks and the member or beneficiary will also be notified by the 
pension fund on the processing time of the complaint within this two-weeks period;  
– If the Pension Fund rejects all or part of a complaint or, as of ten weeks after such 
acknowledgement notification, the member or beneficiary can submit the complaint to the 
Pension Fund Dispute Authority (Geschillen Instantie Pensioenfondsen ‘GIP’) 
– If the pension fund requires additional information of the member or beneficiary, the above 
response time can be delayed 
- The J&J Pension Fund will maintain the complaint in the Complaint Register for a period of 

at least 7 (seven) years after the fiscal year in which the complaint was settled. 
 
Whenever a compliant is rejected, the J&J Pension Fund shall inform the member or 
beneficiary of the possibility to challenge the decision taken by the Pension Fund by 
contacting the Dutch authority ‘Geschillen Instantie Pensioenfondsen’ (‘GIP’). More 
information on the GIP: http://www.geschilleninstantiepensioenfondsen.nl 
 
 

c) Guiding principles for the treatment of a personal data breach 
The J&J Pension Fund will report an infringement to the J&J Global Service Desk by creating an 
incident ticket in IRIS. The incident will then be reviewed by the J&J Privacy Incident Manager who 
will assess whether the data breach poses a risk to the rights and freedoms of the data subject by 
analysing the possible adverse consequences for the data subject. After the analysis, the Privacy 
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Incident Manager will inform the necessary parties and send the report within the set deadlines 
to the Data Protection Authority if certain conditions are met. 
 
More information can be found in the “escalation procedure” attached to this document. 

Register & reporting:  

The person(s) responsible for the daily management will keep a register of the questions, issues, 
complaints and data breaches received during a financial year. This register will contain (i) the name 
and address of the person making the complaint (ii) the complaint and the date of receipt of the 
complaint (iii) a brief description of the question, issue, complaint or data breach at stake (iv) if 
possible, it will mention the amount involved and (v) it will indicate the follow-up that has been given 
to the question, issue, complaint or data breach (vi) the date the complaint was settled. The person(s) 
responsible for the daily management will submit this register in writing to the Board of Directors. The 
Board of Directors can ask for additional information concerning the way a question or issue in which 
it was not involved has been answered or treated.  This register is kept in accordance with the J&J 
Pension Fund’s privacy policy.  

 

 

Approved by the Board of Directors at its meeting of December 14th 2023.                  

 

 

 

Tanja Bastens       Kris Praet 
Chairperson        Director 
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