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Ombudsman’s Determination 

Applicant Mr L  

Scheme  RMJM & Partners Retirement Benefits and Life Insurance 

Scheme (the Scheme) 

Respondent Aviva Life and Pensions UK Limited (Aviva) 

Outcome  

 

Complaint summary  

 

Background information, including submissions from the parties 
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“The Trustees are satisfied that the member wishes to proceed in line with the 

options on the previously filled in form. If you would like an email from the 

member confirming this, please let us know and we will arrange as a matter of 

urgency.”  
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“I personally do not regard a few hundred pounds as sufficient for what they 

have put me through over the past years. It started with my approach to Aviva 

in January 2017, when they denied knowledge of my pension fund. That was 

resolved, but then followed by years of uncertainty, frustration and stress as 

further problems were raised, before eventually being overcome with your 
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assistance. All of this was made worse by their ignoring me. It is not so much 

that problems were encountered, but the manner in which they were dealt with 

I find intolerable.” 
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Adjudicator’s Opinion 

 

 The 

 

 

 

 

 

 Aviva replied late and did not agree that the amount offered for distress and 

inconvenience should be increased. It said it had apologised for its errors in its 

complaint responses. It added that it had asked its servicing team to issue the 

requested information to Mr L as a priority. 

 Mr L said he accepted the Adjudicator’s Opinion. He pointed out that he was still 

waiting for a Retirement Benefits Schedule, which would show what pension benefits 

Aviva considered were due under the Scheme. Finally, he still wanted an apology for 

the “chaotic way” in which Aviva handled the matter. 

 I agree with the Adjudicator’s Opinion except the level of compensation for the 

distress and inconvenience caused to Mr L. I note the additional points raised by 

Aviva and Mr L. 

Ombudsman’s decision 
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Directions  
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Anthony Arter 

Pensions Ombudsman 
7 April 2021 
 

 

 


