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Ombudsman’s Determination 

Applicant Mrs S 

Scheme  Barnett Waddingham Self Invested Personal Pension (the SIPP) 

Respondent Barnett Waddingham LLP (BW) 

Outcome  

 

Complaint summary  

 

Background information, including submissions from the parties 

 

 

“We have advised Phoenix Wealth that a request will be made by yourselves 

through the Orego [sic] system tomorrow -4th December 2018- for both 

accounts 3008300 and 3008301 to be cashed in. Our understanding is that 

the value will be based upon the value of funds at the end of todays [sic] 

trading and that funds will be transferred to yourselves within ten working 

days…" 
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“…I am both curious and furious that this did not process as we instructed as 

clearly from the attached you will see the policy numbers I have provided were 

correct.  

It was vital that the process was completed as instructed as I was concerned 

about possible further collapses in values. The values I had on the morning of 

instruction were £203414.97 (Policy 3008300) and £11488.46 (3008301). 

These total £214,903.43 which is the value I expect to be returned and that 

should be sorted between yourselves…” 

 

 

 

“the consultant I have spoken to since has confirmed that the disinvestment 

price point is locked in on the date of the transfer request so please confirm 

how you wish to proceed…” 
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Adjudicator’s Opinion 
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“Had BW ticked the appropriate boxes then these values would have been 

locked in. If as they state they believed all funds were crystallised then had 

they ticked that box they would have locked in the transfer of 99.99% of the 

funds. Had they ticked all the boxes even the minute amount (less than 

£100) would also have been transferred. It was their continued 

maladministration that failed to complete the transaction properly.” 

• To take three attempts to enter the correct company on Origo and then fail to tick 

the correct boxes with “such price sensitive consequences” is inexcusable. Even 

when the transfers were completed in January 2019, the correspondence received 

from BW referred to the incorrect Phoenix company. 

• Although she is grateful for the recommended £500 for the distress and 

inconvenience, she has experienced, she does not feel this fully represents the 

extended distress she experienced because of BW’s maladministration and its 

continued denial of any responsibility. 

• She provided an alternative timeline (details of which are set out in the Appendix) 

and said: 

“the value to be transferred should have been that relating to when the first 

transfer request should have been correctly made to PW on 4 December. Had the 

transfer request been made to PW on 4 December and all the entry details been 

properly completed on the Origo system the value locked in would have been 

£212,402.48.” 

• Her claim is therefore for £3,356.60 which is the difference between the total 

values of her PW policies at 4 December 2018 and the amount that was 

transferred to the SIPP in January 2019. 

 

Ombudsman’s decision 
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Directions  

 

 

Anthony Arter  

Pensions Ombudsman 
10 August 2020  
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Appendix 

Actual timeline of events: 

4 December 2018 – BW requested transfer from Origo. 

6 December 2018 – Transfer was rejected because requested from incorrect company. 

10 December 2018 – BW re-requested the transfer from PW. 

10 December 2018 – PW queried if all funds or just the crystallised funds should be 

transferred.  

12 December 2018 – BW contacted Mrs S to query if all funds should be transferred. 

21 January 2019 – BW requested transfer of Mrs S’ funds from PW. 

25 January 2019 – Transfer from account number 308301 completed. 

29 January 2019 – Transfer from account number 308300 completed. 

 

Adjudicator’s timeline: 

4 December 2018 – BW requested transfer from PW. 

4 December 2018 – PW queried if all funds or just the crystallised funds should be 

transferred. 

5 December 2018 – BW contacted Mrs S to query if all funds should be transferred. It is 

likely that Mrs S would have responded on the same date. 

6 December 2018 – BW re-request the transfer confirming all funds should be transferred. 

12 December 2018 – Mrs S’ transfer completed for account number 308301. 

18 December 2018 – Mrs S’ transfer completed for account number 308300. 

 

Mr S’ timeline: 

4 December 2018 - BW enter details correctly on Origo system to lock in values. 

5 December 2018 - Possible PW request whether “pre retirement funds” were also to be 

transferred. This does not affect value of “Drawdown” funds already locked in. 

14 December 2018 - Funds transferred. 


