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Ombudsman’s Determination 
Applicant Mr N  

Scheme  FDR Limited Pension Scheme (the Scheme) 

Respondent FDR Pension Scheme Trustee Limited (the Trustee) 

Outcome  
 

Complaint summary  
 

Background information, including submissions from the parties 
 The sequence of events is not in dispute, so I have only set out the salient points. I 

acknowledge there were other exchanges of information between all the parties. 
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 On 20 October 2017, Mr N complained to the Administrator about: 

• the time taken to calculate the CETV; 

• its reduction; 

• the explanations given for its reduction; 

• the fact that he had not been warned of the new CETV calculation basis; and 

• associated discounts. 

 

 On 6 December 2017, in response to Mr N’s complaint, the Administrator stated that: 

• Mr N had been informed about when the CETV illustration would be provided; 

• the CETV calculation basis was changed on 1 August 2017; and 

• the discount rates would have been introduced in agreement with the Trustee. 

 

 

 

 On 8 January 2018, the Administrator emailed Mr N information about the Scheme’s 
Internal Dispute Resolution Procedure (IDRP). 

 On 26 January 2018, Mr N emailed the Administrator. He stated that he had been 
given mixed and contradictory messages regarding the CETV calculation. 

 On 9 February 2018, the Administrator emailed Mr N. It summarised the process for 
determining CETVs and provided information about the timescales and calculations 
involved. 

 On 25 February 2018, Mr N questioned the basis upon which his CETV was 
calculated. He compared its decrease to an increase in the value of other defined 
benefit pensions for which he had received the cash equivalent. 
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 On 13 April 2018, the Administrator emailed Mr N. It apologised for its delay in 
providing a full response to his complaint and informed him that the Trustee was 
liaising with the Scheme actuary and legal advisors. 

 On 30 April 2018, the Administrator apologised to Mr N again for the delay in 
responding to his complaint and offered him a telephone call to discuss the matter 
and explain the relevant processes. 

 On 1 May 2018, Mr N informed the Administrator that he would like a telephone call 
only if it could discuss a financial conclusion to his complaint. 

 On 1 May 2018, the Administrator informed Mr N that it would not be able to discuss 
a financial conclusion to his complaint. It proposed that it finalise the written response 
so that if Mr N was not happy with it, he had the information required to take the 
matter further. 

 On 25 May 2018, the Trustee, in its full response to Mr N’s complaint, stated that              
Mr N was not given misinformation during his telephone calls with the Administrator. 
The Trustee explained the CETV calculation process and addressed Mr N’s 
questions in detail. It offered to send him an information booklet. The Trustee 
concluded that it and the Administrator had followed the correct process and 
procedures. 

 The Trustee stated that it recognised that Mr N was disappointed that the CETVs 
quoted had decreased between November 2016 and September 2017, but Mr N had 
a choice over whether to continue with the transfer when given the lower CETV 
valuation. The Trustee considered it inappropriate to enhance Mr N’s CETV, and 
therefore considered the complaint to be closed. 

 

 

 

Adjudicator’s Opinion 
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 Mr N did not accept the Adjudicator’s Opinion, and the complaint was passed to me 
to consider. Mr N provided his further comments which do not change the outcome. I 
agree with the Adjudicator’s Opinion. 

Mr N’s additional comments  
 Mr N said that when consolidating his defined benefit scheme pensions, all apart from 

the Scheme had increased in value. In his view the reduction in the CETV was not 
due to market fluctuations, but instead due to FDR (the Employer) deliberately 
altering valuations so as to inflate its sale price.  

Ombudsman’s decision 
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  I do not uphold Mr N’s complaint. 

 
 
Anthony Arter 

Pensions Ombudsman 
15 December 2022 
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