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Ombudsman’s Determination  

Applicant Mr D 

Scheme  Collective Retirement Account (the Scheme) 

Respondents Old Mutual Wealth Life and Pensions Limited (OMW) 

Complaint Summary 

Mr D has complained that OMW would not pay his remaining tax-free cash lump sum 

(TFC) and pension by electronic bank transfer to his Australian bank account or to a UK 

bank account he later opened.  

Mr D says that he has suffered a loss of AU$140 a month, which is the interest he is 

paying on a loan he had to take to complete house renovations, because he has not 

received his pension benefits. In addition, Mr D says that he had to pay a fee of AU$1500 

to process the cheque he received in relation to his TFC. Mr D also claims that he and his 

wife have suffered from stress caused by the situation.  

Summary of the Ombudsman’s Determination and reasons 

The complaint should be upheld against OMW because Mr D had opened a UK bank 

account registered to his independent financial advisers’ (IFA) address. OMW’s terms and 

conditions state that it would make a Bankers’ Automated Clearing System (BACS) 

payment to a UK account. As Monzo is a UK bank, OMW should have paid Mr D’s 

remaining tax-free lump sum to his Monzo account.  
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Detailed Determination 

Material facts 

 Mr D is a non-UK resident residing in Australia.  

 The Scheme is a registered pension scheme to which contributions can be made to 

top up any contributions that are being made to a separate workplace pension 

scheme. The Scheme provider is OMW and Mr D is a member of the Scheme. 

 In September 2017, Mr D took out a loan for AU$30,000, around £16,500, to 

complete his home renovations.  

 On 26 January 2018, OMW paid Mr D a part of his TFC allowance which amounted to 

£12,000. The payment was made by cheque.   

 In April 2018, Mr D’s IFA contacted OMW in relation to the payment of his pension 

benefits and the remainder of his TFC which was approximately £13,000.  

 In June 2018, the IFA sent a letter to OMW providing details of Mr D’s Monese 

account. Monese is a financial services provider in the United Kingdom that provides 

current accounts in the UK and the Eurozone. It is a registered agent of PrePay 

Technologies Limited which is an electronic money institution authorised by the 

Financial Conduct Authority (FCA) under the Electronic Money Regulations 2011 

(900010) for the issuing of electronic money and payment instruments. 

 The IFA asked OMW to confirm that it would be able to make payments to this type of 

account.   

 In August 2018, OMW contacted the IFA and explained that: 

 It had received the payment request for Mr D’s pension benefits. 

• It could not make payments to a non-UK account so it would not be able to 

make payment to the account details that had been provided.  

• Mr D had previously received part of his TFC via cheque and this method of 

payment could be used again.   

 The IFA responded and explained that the account details it had provided were for a 

UK bank account with Monese.  

 OMW confirmed that it was unable to pay the Monese account as it was considered a 

payment service provider (PSP). OMW said that it would only pay UK Banks 

authorised by the Prudential Regulation Authority and regulated by the FCA. 

 Mr D subsequently opened an account with Monzo Bank Limited (Monzo) using his 

IFA’s registered address. Monzo, is a digital, mobile-only bank based in the United 

Kingdom. Monzo received its banking licence in April 2017 and is authorised and 

regulated by the Prudential Regulation Authority and the FCA. 
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 On 31 August 2018 the IFA contacted OMW and advised it that Mr D had opened a 

UK bank account with Monzo. OMW said that it was unable to make payment to his 

Monzo account as it was opened using his IFA’s address. It reiterated that the only 

payment method available was by cheque. 
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  Mr D transferred out of the Scheme in December 2018.  

Summary of Mr D’s position 

 

 

 

 

 

Summary of OMW ’s position 

 OMW’s position remained the same as in its complaint response dated 29 October 

2018. In addition, it said:  

• Its terms and conditions (see appendix) state that it will only make payments to 

a bank account in Mr D’s name and that payments would be made in pounds 

sterling by electronic bank transfer using BACS. 

 

Conclusions 
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Directions 

 

 

 

Karen Johnston 

Deputy Pensions Ombudsman 
17 December 2019 
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Appendix  

Terms and conditions for the collective retirement account 

17. Payments of withdrawals 

17.1 We will only make payments to a bank account in your name.  

17.2 Payments will be made in pounds sterling by electronic bank transfer using BACS. 

Withdrawal form  

Section 6 – Bank details 

This is for details of the bank account where you would like us to pay your tax-free cash or 

income withdrawals.  

We will need to see proof of the bank account ownership. The proof can be a voided 

cheque or a copy of your bank account statement (certified as a true copy by your financial 

adviser). If you have online bank account statements, you can send a printed copy 

certified by your adviser.  

 


