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Ombudsman’s Determination 

Applicant Miss Y 

Scheme  Phoenix Wealth Personal Pension Policy (the Policy) 

Respondent Phoenix Wealth (Phoenix) 

Outcome  

 

Complaint summary  

 

Background information, including submissions from the parties 
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Adjudicator’s Opinion 

 

• There were many complications outside of Miss Y’s control that delayed the 

issuance of the grant of probate. 

• Miss Y disputed the legitimacy of Ms R, which required further investigation and 

seems to be the main cause of the delays obtaining probate. 

• The complications caused by the dispute over the second named beneficiary 

required reasonable investigation by Phoenix. 

• Even if Phoenix had told Miss Y of the two year window, it is unlikely that the 

issues linked to her dispute over Ms R’s claim, and the subsequent probate 

challenges in court, would have been resolved within this timeframe. 

• The £500 award offered by Phoenix was a reasonable recognition of the distress 

and inconvenience Phoenix’s omission may have caused. 

 Miss Y did not accept the Adjudicator’s Opinion and the complaint was passed to me 

to consider. Miss Y 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 Y for completeness. 

Summary of Miss Y’s response 
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Ombudsman’s decision 
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 I do not uphold Miss Y’s complaint. 

 

Anthony Arter 

Pensions Ombudsman 
19 September 2019 


