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Ombudsman’s Determination 

Applicant Mr L  

Scheme  Liverpool Victoria Pension Plan 074367 (the Plan) 

Respondent Liverpool Victoria (LV) 

Outcome  

 

 

Complaint summary  

 

Background information, including submissions from the parties 

 Mr L established the Plan, a personal pension arrangement, with LV. 

 On 6 July 2011 LV sent blank transfer forms and the current policy value to Mr L 

following a request received from Mr H, a financial adviser acting for Mr L. 

 On 14 September 2011 HM Revenue & Customs (HMRC) sent a letter to Cressar 

Associates Ltd (Cressar), the Scheme administrator, to certify that the Scheme was a 

registered pension scheme. 

 Mr H visited Mr L at home to discuss a proposed transfer from the Plan to another 

pension arrangement. Mr L signed a blank transfer discharge form which was 

witnessed and taken away by Mr H. 

 On 27 October 2011 either Mr L or his father (Mr X) rang LV and instructed it not to 

make any transfer from the Plan to businesses known as Pensions Release or 

Pensions Online (the Cancellation Request). LV noted this instruction on its 

computer system as follows: 

“Do not transfer this policy away to a pension provider in the name of 

Pensions Release or Pensions Online as they are being investigated by the 
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FSA and the client does not wish to transfer to them anymore, if any problems 

call the PH on [ ] or [ ].” 

 On 1 November 2011 HMRC sent to Dewshill Ltd (Dewshill) and Cressar a 

contracting out certificate in respect of the Scheme. 

 On 2 December 2011 Cressar sent a letter to LV. This enclosed a transfer request 

form signed by Mr L and witnessed by Mr H which authorised LV to make a transfer 

from the Plan. The form named the Scheme as the receiving scheme, and gave 

contact details for a person at Cressar. The sentence above Mr L’s signature stated: 

“I agree that your compliance with these requests shall discharge both [LV] and NM 

Pension Trustees Limited from liability in respect of the above plan.” The date 

originally written next to Mr L’s signature was amended to read 23 October 2011. 

Cressar’s covering letter also enclosed copies of the Scheme’s HMRC registration 

letter and contracting-out certificate. 

 In accordance with these instructions, LV made a transfer payment of £76,995 from 

the Plan to the Scheme on 21 December 2011. 

 In 2017 Mr X contacted LV on behalf of his son to query the status of the Plan. LV 

replied that Mr L’s pension fund had been transferred to the Scheme pursuant to his 

transfer request of 21 December 2011. 

 On 13 February 2017 Mr L (using Mr X’s email address) told LV that the only transfer 

request had been “to the best of my knowledge to Pensions Release which as you 

state was cancelled. I have no knowledge of signing authority to transfer funds to 

Cressar or any other pension provider”. 

 In reply, LV sent back a copy of Mr L’s signed transfer form and said it matched his 

signature on his original application to transfer to LV. LV said that as the two 

signatures matched they had processed the transfer request. 

 On 20 February 2017 Mr L emailed LV to confirm that it was his signature on the 

transfer request, but he said that Dewshill’s details had been added later on, without 

his knowledge. 

 On 22 February 2017 LV gave Mr L more details about the transfer recipient, transfer 

date and transfer amount. 

 On 23 February 2017 Mr L told LV: 

“It appears Pension Release have used Dewshill to transfer my pension fund 

to sometime after the transfer document was signed and subsequently altered. 

This action was carried out after I had cancelled this transaction and done 

without my knowledge. The transfer document was signed and witnessed by 

Pension Release staff, no other documents have ever been submitted. In view 

of the history of requesting transfer and my request to cancel I would like to 

know how this happened without notification from yourselves. Dewshill and 

Cressar no longer exist and I have no prior knowledge or communication with 
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either company. Would your investigators please check on my behalf on what 

has happened here as I now know that we have been conned and obviously 

very concerned”. 

 On 23 April 2017 and 23 June 2017 Mr L sent reminders to Mr L. LV told him on 26 

June 2017 that its technical team was investigating the matter. 

 On 13 December 2017 Mr L chased LV again as he had not received a response. 

 On 15 December 2017 LV told Mr L that it had asked its technical team for an update, 

and would contact him the next week. 

 On 29 December 2017 Mr L wrote to LV to inform it that Mr X had authority to 

correspond on his behalf. 

 On 7 February 2018 LV’s Group Financial Crime department sent a letter to Mr X, 

thanking him for providing documents to show that he was authorised to act on behalf 

of his son. LV’s letter set out the relevant events since 6 July 2011. LV said it had 

complied with all relevant regulations and legislation at the time of the transfer. Mr H, 

who apparently had recently died, had been associated in business with Pensions 

Release, which was now known to have been involved in pensions liberation. LV had 

also subsequently ascertained that Cressar and the Scheme were not on the 

Financial Conduct Authority’s list of authorised firms and pension scheme providers.  

 LV suggested that as it could not assist Mr L further he should contact Merseyside 

Police, Action Fraud, The Pensions Advisory Service and HMRC. LV enclosed 

information about pension scams and links to helpful websites. 

 On 16 March 2018 Mr X asked LV why it had not carried out appropriate checks 

before making the transfer in 2011. 

 On 21 March 2018 LV replied that it had carried out appropriate checks after 

receiving Scheme details. It said that the transfer forms had been signed by Mr L, so 

it had no need to contact him again. Furthermore, in the phone call on 27 October 

2017 Mr L had not prohibited a transfer to the Scheme; he had only prohibited a 

transfer to Pensions Release/Pensions Online. 

 On 22 March 2018 LV sent an email to Mr X’s email address which said, “we’re 

pleased we were able to resolve your complaint”, and that he could contact the 

Financial Ombudsman Service (FOS) if he wished to take it further. 

 After Mr L asked FOS to investigate, LV forwarded its file to FOS. LV reiterated that it 

had carried out appropriate checks on the Scheme. It was registered with HMRC and 

there had been no cause for concern in view of the scope of the Cancellation 

Request. Mr L’s signature on the transfer request had matched his earlier signature.  

FOS began an initial investigation but felt it was more appropriate for this Office to 

look into the matter to which Mr L consented. 
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 On 31 July 2018 Mr X contacted this Office on behalf of his son. We asked LV to 

provide a formal response to the complaint. LV denied countermanding Mr L’s 

instructions, reiterating that the phone call on 27 October 2011 only referred to 

Pensions Release/Pensions Online. LV offered to pay Mr L £500 for its 

acknowledged delay in responding to his subsequent complaint. 

 Mr X said he considered this offer to be insufficient, and claimed that he had been 

assured by LV that the pension account had been “flagged” so that no transfer to any 

pension arrangement would be made without firstly making further contact. LV 

responded that its records did not show that. 

 LV also said that its investigations in 2017 had led it to conclude that the Cancellation 

Request and some subsequent correspondence had been made by Mr X instead of 

Mr L, before Mr L had authorised Mr X to act on his behalf; this had caused data 

protection problems for LV in giving information to Mr X. 

Adjudicator’s Opinion 
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Ombudsman’s decision 
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Anthony Arter 

Pensions Ombudsman 
11 July 2019 

 


