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Ombudsman’s Determination 

Applicant Miss E 

Scheme Aviva Group Personal Pension Plan (the Plan) 

Respondents  Aviva UK Life (Aviva), Community Integrated Care (CIC) 
  

Outcome  

 

 

Complaint summary  

 

Background information, including submissions from the parties 
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Adjudicator’s Opinion 
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 Aviva and CIC accepted the Adjudicator’s Opinion, but Miss E did not. CIC paid £72 

to Aviva on 20 March 2019. The complaint was then passed to me to consider. Miss 

E provided her further comments which do not change the outcome. I agree with the 

Adjudicator’s Opinion and I will therefore only respond to the key points made by Miss 

E for completeness. 

 Miss E said that in her view Aviva and CIC were equally responsible for her 

significant distress and inconvenience; Aviva had taken the matter more seriously 

than CIC and had accepted some accountability for its poor service, whereas CIC 
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had been “arrogant and dismissive of the concerns raised”. Miss E considered that 

each of CIC and Aviva should pay her compensation of more than £500. 

Ombudsman’s decision 

 

 

 

 Therefore, I uphold Miss E’s complaint against Aviva. 

Directions  

 Within 21 days of the date of this Determination Aviva shall pay Miss E £500 for her 

significant distress and inconvenience. 

 

Anthony Arter 

Pensions Ombudsman 
16 May 2019 


