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Ombudsman’s Determination 
Applicant Mr L  

Scheme  PX Limited Group Pension Plan (the Plan)  

Respondent Legal & General Assurance Society Limited (L&G) 

Outcome  
 

Complaint summary  
 

Background information, including submissions from the parties 
 The sequence of events is not in dispute, so I have only set out the salient points. I 

acknowledge there were other exchanges of information between all the parties. 

 On 25 July 2018, L&G sent Mr L a letter (the July Letter) which said that it was 
making three changes to the Plan. L&G said:- 

• Some of the funds that Mr L held would be closed and his investments would 
move to alternative funds.  

• All funds would now be managed by Legal & General Assurance (Pensions 
Management) Limited (PMC). 

• All funds would use the latest investment platform technology.  

 L&G also said that:- 

• The changes would help it administer Mr L’s pension in the most efficient way and 
provide Mr L with the best possible long-term value for money.  

• In selecting alternative funds, it had chosen funds that invested in similar assets, 
invested in a corresponding sector, and where possible had a similar or lower 
charge than his current fund. 
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• When the funds that were due to close switched to the alternative funds, there 
might be a transaction cost which would be reflected in the unit prices used to 
calculate the value of his pension pot.  

• The changes would start in late October 2018 and would be completed by late 
December 2018.  

• Details of the affected funds could be found on the website.  
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Adjudicator’s Opinion 
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 Mr L did not accept the Adjudicator’s Opinion and the complaint was passed to me to 
consider. Mr L provided his further comments which do not change the outcome. I 
agree with the Adjudicator’s Opinion and note the additional points raised by Mr L.  

Ombudsman’s decision 
 Mr L says that just the fact that L&G said no charges would be incurred and then they 

were, was blatantly misleading. L&G offered him £250 as compensation, which he 
refused. Why would it make such an offer if it did not think it had done something 
wrong? 

 It is not disputed that L&G verbally misinformed Mr L that there would be no 
transaction costs when moving the Funds to the alternative funds.  

 But for me to uphold a complaint, it is not simply the case that I must identify 
maladministration; I must also be satisfied that the individual has, as a result, 
sustained injustice. Injustice may be financial and/or non-financial. 

 In the first letter L&G sent Mr L in relation to the changes to the Plan, it stated that 
transaction costs may be applicable. Moreover, the terms and conditions of the Plan 
state that transaction costs may be applied when moving funds.  

 

 L&G has offered Mr L £250 for verbally misleading him that transaction costs would 
not apply. My awards for non-financial injustice start at £500 for significant distress 
and inconvenience. I do not consider that the threshold for an award of £500 is 
passed. If Mr L now wants to accept L&G’s offer of £250, he should contact L&G 
directly. 

 Mr L says that L&G did not make the change of funds fairly. But the Plan’s terms and 
conditions are clear that L&G may add or remove investments and may close funds 
and that members may opt out of the change and make their own investment 
decisions / transfer to another pension provider.  

 I do not uphold Mr L’s complaint. 

 
Anthony Arter 

Pensions Ombudsman 
30 May 2022 
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