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o The complainant was outside the Republic during the 
period; 

o If the claim complained of is admitted by the respondent; 
or

o The complainant has only recently become aware of the 
benefit complained of. 

● The complaint has been (or is being) considered by a 
tribunal, court or another legal forum.

● If a complainant fails or refuses to supply necessary 
information requested by the Ombud within the period 
fixed for that purpose.

How do I know the GEPO will judge my issue 

impartially?
GEPO is bound by its mandate to be:

● Fair - by considering all facts equally from both sides 
before deciding on any matter. 

● Open - by being accessible, in that, any person who is 
unhappy with the services received from GEPF or GPAA can 
simply write a complaint and submit it to GEPO without 
lawyers and complex legal processes. 

● Honest and Transparent - by providing reasons for all its 
legal rulings, called determinations and how it arrived at 
those determinations.

Any person who is unhappy with the manner GEPO decided 
his or her matter can apply to Court to have GEPO’s decision 
reviewed and set aside.

How do I submit a complaint to the GEPO office?
Complaints to Government Pension Fund Ombud (GEPO) can 
be submitted by post, email, in person at the GEPO offices or 
on the GEPO website.

Attention: Complaints Manager 
 Government Employees Pension Ombud

Postal Adresss:  PO Box 11005, Hatfield, Pretoria, 0028 

Website:  www.gepo.co.za 

Physical Address:  Block B2 ground Floor, Iparioli Office Park, 
1166 Park Street, Hatfield, Pretoria 

Email:  enquiries@gepo.co.za

Telephone:   012 110 4950
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Who is GEPO?
The Government Employees Pension Ombud (GEPO) is the 
internal Ombud of the Government Employees Pension Fund 
(GEPF) established by the Board of Trustees of the GEPF 
to resolve administrative pension complaints by members, 
pensioners and their beneficiaries against the GEPF. 

The purpose of GEPO is to receive and investigate complaints 
from members and pensioners of GEPF and their beneficiaries 
and issue a Determination (legal ruling) in a fair, impartial and 
timely manner.

Why did the GEPF establish the GEPO Office?
The Board of Trustees of the GEPF recognized that members, 
pensioners and their beneficiaries of its Fund had no 
alternative dispute resolution forum from courts, where 
they could complain against administrative decisions taken 
by the GEPF. In an effort to ensure a cost effective, fair and 
independent review process of contested administrative 
decisions the Board established the GEPO which would 
investigate and decide complaints fairly and professionally and 
provide legally binding decisions.

This process is free to the members and pensioners of the GEPF 
and their beneficiaries, the complaint process is informal and 
simple, in that, any affected person can write and submit a 
complaint to GEPO without the assistance of lawyers and other 
legal experts. 

What issues can be raised with the GEPO office?
GEPO will consider complaints about administrative actions 
and decisions of the GEPF, except those dealing with the 
investment of its funds including the failure by the GEPF or the 
Government Pensions Administration Agency (GPAA) to apply 
the Fund rules and the laws of the country correctly.

GEPO will among others investigate complaints against the 
GEPF regarding maladministration issues, which includes:

● Unreasonable delay in processing payments that are due.

● Failing to perform their duties.

● Not following their own rules or the law.

● Breaking a promise without a justifiable reason. 

● Giving incorrect or misleading information.

How long will it take to get a resolution?
Within 2 weeks from the date that the complaint is received, 
the GEPO will consider and inform the complainant whether it 
can investigate and decide on the matter. 

If the Ombud accepts the complaint, an acknowledgement 
letter will be sent to the complainant detailing the process to 
be followed until the complaint is concluded. A determination 

will be issued within 4 months from the date that the 
complaint is received, depending on the complexity of the 
case.

What happens if the Ombud refuses to investigate a 

complaint?
The complainant should write to the GEPO office within 21 
days of receiving a rejection letter, providing reasons and more 
supporting documents were necessary, why he or she believes 
that the complaint falls within the GEPO’s mandate. 

On receipt of the further reasons and documents, the Ombud 
will reconsider and decide if the submission is a proper 
complaint in terms of GEPO’s mandate and inform the 
complainant within 2 weeks of receiving the submissions.

What are the reasons GEPO will refuse to investigate  

a complaint?
The Ombud will decline to investigate and determine a 
potential complaint, if: 

● It is sent anonymously. 

● It does not relate to GEPF but concerns other Pensions 
Schemes. 

● It requires the tracing of a lost pension.

● The matter was previously decided by GEPO on the same 
facts.

● It concerns a decision made by another legal tribunal, 
arbitrator or a court of law.

● The complaint is being pursued in a dishonest, 
unreasonable, insulting or abusive manner.

●  The complaint can more appropriately be dealt with by a 
court of law.

● The complaint is about how the GEPF invest its funds, the 
investment performance or the legitimate exercise by the 
GEPF or GPAA of its commercial judgment.

● The complainant has not suffered and is not likely to suffer, 
material inconvenience or distress or financial loss.

● If the complainant has not raised his or her dissatisfaction 
with the persons responsible, to first attempt to address 
the dissatisfaction.

● The complaint is outside GEPO’s mandate either in terms of 
its founding Resolution, the Fund Rules or the Law.

● The matter is submitted out of time in terms of the 
Prescription Act, 68 of 1969 and it does not fall within any 
of the exceptions provided therein, which are: 

o The complainant was a minor, insane or under curatorship 
when the event complained of occurred; 

o The complainant was prevented from knowing of the 
benefit by the respondent,


