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Ombudsman’s Determination 

Applicant Miss I 

Scheme Royal Bank of Scotland Group Retirement Savings Plan (the 

Plan) 

Respondents  The Trustee of the Royal Bank of Scotland Group Retirement 
Savings Plan (the Trustee) 

  

Outcome  
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Adjudicator’s Opinion 

 

• The Ombudsman’s normal position is that if a respondent can prove that it sent 

correspondence to a correct address, then it cannot be held liable for an applicant 

not receiving it. 

• the Plan’s administrator sent two copies of the TV to Miss I’s residential address, 

as well as writing to her IFA. In the Adjudicator’s view, this was a reasonable 

course of action and the administrator had acted competently in this case. 

• Miss I’s entitlement to a benefit from the Plan is as set out in the Trust Deed and 

Rules. The Trustee had acted in accordance with Rule 7.2.  

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

to consider. Miss I 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 I for completeness. 
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Ombudsman’s decision 

 

 

 

 Therefore, I do not uphold Miss I’s complaint. 

 
Anthony Arter 

Pensions Ombudsman 
 23 April 2019 
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Appendix 

1. Rule 7.2 of the Royal Bank of Scotland Group Retirement Savings Plan 
 

Members who are not entitled to immediate or preserved benefits 

A member who leaves service without becoming entitled to immediate or preserved 

benefits may, regardless of the length of the Member’s Qualifying Service, require the 

Trustee to provide a cash transfer sum in accordance with Chapter 5 of Part IV of the 

Pension Schemes Act 1993 (early leavers: cash transfer sums and contribution 

refunds). 

If the Member does not select this option within the period notified to the Member by 

the Trustee for this purpose, the Member will not receive any benefits under the Plan, 

except a refund of the proceeds of his or her own voluntary contributions (if any) less 

tax at such rate as applies from time to time. RBS may require the Trustee to use the 

balance of the Member’s Retirement Account to meet any liability of the Employers to 

contribute to the Plan or pay expenses. 

 


