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Ombudsman’s Determination 

Applicant Mr N  

Scheme  Friends Life Personal Pension Plans, Plan Numbers 1660518 and 

10765682 (the Plans) 

Respondent Aviva, formerly Friends Life (Aviva) 

Outcome  

 

Complaint summary  

 

Background information, including submissions from the parties 

 Mr N had eight policies with Friends Life. Friends Life is now part of Aviva so for the 

purposes of this Determination, Aviva is the Respondent to the complaint. 

 On 19 October 2010, the Plans were switched from Managed funds to Cash funds. 

Aviva confirmed this switch to Mr N in writing on 20 October 2010. 
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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 comments which do not change the outcome. He has argued that:- 

• Based on the balance of probability, an Ombudsman should favour him, as 

Aviva is unable to provide a copy of the switch request. Aviva can provide all 

other information from that time except the switch authority so applying the 

same basis, “Aviva never had this authority”.  

• There is no reason to believe what Aviva is saying over what he is saying. His 

story is “consistent, whereas Aviva has suggested [he] could have given these 

instructions by telephone or online” and has now changed its position on this. 

• He has had no direct dealings with Aviva regarding any of his plans and a check 

of its call records will confirm this. So, on the balance of probability, Aviva did 

not have the authority.  

• He wrote to Aviva on 26 January 2010, to give his authority for his wife to make 

enquires and carry out administration in respect of his plans. He did not give his 

authority for her to change his holdings. 

• As Aviva had been sending him fund value quotations showing a summary of 

the values of his plans, he used these to monitor their performance. As the 

values for the Plans were increasing, it explains how he could have missed the 

fund switches.  

 

 I agree with the Adjudicator’s Opinion and I will therefore only respond to the points 

made by Mr N.  

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

 
Anthony Arter 

Pensions Ombudsman 
16 March 2020 
 

 


