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Ombudsman’s Determination  

Applicant Mr L  

Scheme  Fidelity FundsNetwork SIPP (the SIPP) 

Respondents Fidelity 

Complaint summary 

 Mr L has complained that Fidelity delayed the transfer of the SIPP to A J Bell 

unnecessarily and that this has resulted in a financial loss. 

 

Summary of the Ombudsman's decision and reasons 

The complaint is not upheld against Fidelity as the transfer request should have been 

submitted to FundsNetwork. Although Fidelity has provided some conflicting information 

over the transfer process, I do not find it is sufficient to warrant an award to Mr L.  

I do not find that Fidelity can be held responsible for delaying the transfer between 4 and 

21 December 2017, as it was Mr L’s responsibility to advise A J Bell that the SIPP was 

administered by Standard Life and to address the transfer request to FundsNetwork. 

Following Mr L’s intervention on 21 December 2017, Fidelity completed the transfer by 15 

January 2018, which I do not find unreasonable allowing for the Christmas and New Year 

period.  
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Detailed Determination 

Material facts 
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“The scheme was set up under a trust dated14 September 2005 and made by 

The Standard Life Assurance Company with Standard Life Trustee Company 

Limited as the first trustee and The Standard Life Assurance Company as the 

first scheme administrator. The current scheme administrator is Standard Life 

Assurance Limited.” 

 

Summary of Mr L’s position 
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• FundsNetwork require that all communication is routed via itself, as set out in 

the Key Features Document, when it turns out that instructions to transfer should 

be sent to Standard Life. This is a fundamental contradiction and unless 

FundsNetwork provide a high quality service it causes delay and potential 

losses. If the documentation had instructed him to go directly to Standard Life 

this would not have happened.  

 

• The Policy number is a complete ‘red herring’. The D*****6000 code was 

evidentially sufficient for the member of the pensions team on 21 December 

2017, and the recipient of the email to track the transaction and to action it. 

 

• Despite the urgency of the matter, FundsNetwork never called him back despite 

repeated promises to do so. He made nine calls and particularly on 29 

December 2017, when he tried three times to get FundsNetwork to engage with 

him.   

 

• Fidelity is a very significant organisation which is providing regulated activities 

and as such is expected to provide high quality services to allow individuals to 

manage their SIPP efficiently and on a timely basis. If he had not emailed 

Fidelity on 11 January 2018, he has no doubt that the matter would have 

continued to be ignored.  
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Summary of Fidelity’s position 
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“We’ll record details of your complaint centrally and make sure your complaint is 

thoroughly investigated by someone who’s been trained in complaint handling. 

If we’re unable to deal with a complaint within five business days, we’ll issue 

you with an acknowledgement letter together with a copy of our Internal 

Complaint Handling Procedures and provide you with regular updates.” 

 

 

“If you ask for a transfer under section 15.1, you may suggest the transfer date. 

We’ll meet that date where it is reasonably practicable for us to do so. We do 

however need time to make sure that we comply with the requirements on 

transfers in the rules. And we can’t make a transfer until we’ve sold the assets 

that we need to sell to provide the transfer payment.” 
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Anthony Arter  

Pensions Ombudsman 
10 September 2019 
 

 


