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Ombudsman’s Determination 

Applicant Mrs B   

Scheme  Mercer Master Trust (the Trust) 

Respondents Trustees of the Mercer Master Trust (the Trustee) 

Scottish Widows (the Administrator) 

Outcome  

 

Complaint summary  

 

Background information, including submissions from the parties 

 

 

 

 

“You can take one-off payments (a maximum of two in each tax year), or set 

up regular monthly, quarterly, half yearly or yearly payments.” 
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“The minimum you can take as a one-off income payment at any time is 

£1,000 before income tax is deducted, and you can take this up to twice in a 

year.” 

 

 

 

 

 

• She was not given notice beforehand of the change in the administrator of the 

Trust. She found it unacceptable that an apology had not been issued for this. She 

only found out about the Restriction in November 2019, at which point the 
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Administrator misinformed her that the Restriction would also be applied if she 

transferred her pension to another pension provider. She subsequently learned 

that not all pension providers had this rule, and that she could have transferred 

her pension and avoided paying a 50% tax charge.  

• She could not avoid withdrawing the whole of her pension at once, as she had 

entered an agreement to purchase a property.  

• She requested an income drawdown payment in mid-November 2019 and then 

received poor communication regarding the process for doing so. She received 

her payment on 23 December 2019 because of poor administration. This required 

her solicitor to enter into negotiations regarding her property purchase. This also 

required her to postpone her holiday arrangements. This negatively impacted her 

family.  

• It was the Administrator’s fault that she had no money left from her pension and 

had to look for work. Had the Administrator not told her that the Restriction was 

used by other pension providers, she could have transferred her pension funds to 

another provider and avoided a tax charge of £90,000.  

• She had not received the documents the Administrator said it had sent her. 

• She had not received an official reconciliation of her pension from the 

Administrator. 

• Mrs B has also stated that the information about the Restriction was “buried in 

paperwork” and not communicated to her by the Administrator during telephone calls. 

• On 18 March 2021, in response to Mrs B’s IDRP complaint, the Trustee said, in 

summary:-  

• The Administrator had located all of its telephone calls with Mrs B and had not 

found evidence that Mrs B was told she would not be able to take further income 

drawdown withdrawals from her pension if she moved to another provider. 

• In one telephone call recording, the Administrator had informed Mrs B that she 

could transfer to another pension provider. However, it had not commented on 

whether or not another pension provider may allow her to take further income 

drawdown withdrawals. 

• The Restriction to two income drawdowns from the Trust was stipulated in the 

terms and conditions of the Trust, and on the claim form Mrs B signed on 

3 December 2019. 

• Mrs B’s request for partial income drawdown was rejected because she had 

already taken two income drawdowns in the tax year preceding her request. So, 

her options were to either close her account, transfer to another provider, or 

purchase an annuity. 
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• The Trustee would continue to liaise with the Administrator to facilitate the 

provision of a reconciliation and statement of Mrs B’s account. 

• The Administrator has a policy of responding to enquiries within five working days. 

It complied with this in its response to Mrs B’s query about her pension claim form 

submission. 

• The Administrator paid Mrs B her pension benefits on 23 December 2019 rather 

than 17 December 2019, so there was a delay in relation to this payment. The 

Administrator paid Mrs B £134.15 in interest to make up for this, and an additional 

£50 in recognition of the non-financial impact of the delay. The Trustee considers 

this to be reasonable. 

• The Administrator apologised by letter on 24 June 2020 for not having informed 

Mrs B of the change in the administrator of the Trust or giving the Trustee the 

opportunity to do so. The Trustee apologised for any concern this lack of 

communication had caused Mrs B. 

Adjudicator’s Opinion 
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Mrs B’s additional comments 

 

 

Ombudsman’s decision 
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Anthony Arter CBE 

Deputy Pensions Ombudsman 
14 August 2023 
 
 


