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Ombudsman’s Determination 

Applicant Mr H 

Plan Royal Mail Pension Plan (the Plan) 

Respondents  Royal Mail Group Limited (Royal Mail) 

Outcome  

 

 

Complaint summary  

 

Background information, including submissions from the parties 

 

 

“You are eligible to join the Post Office Pension Scheme (POPS) between the 

ages of 18 and 55. … Details of the scheme are set out in the enclosed 

booklet.” 

For personal pension plan holders, it also said:  

“Under present pension law you cannot be a member of POPS while 

contributing to a Personal Pension Plan (except in certain circumstances) and 

therefore you may have to choose one of them. If you require further 
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information on this you should contact your Personnel Section. In the 

meantime, it will be assumed that you wish to join POPS.” 

 

 

• when he commenced employment, he was told he could not join the Plan as 

he was 57 years and 8 months old, and the retirement age was 60;  

• this had always been “a bone of contention”, as he stayed in service for nearly 

7 ½ years and would have continued to work, if he was allowed to do so; and 

• since he retired his financial situation was becoming worse, and a pension 

from the Plan would have helped ease the burden.   

 

 

 

• he did not meet the criteria of being 55 or under, and assumed he was not able 

to transfer benefits from a previous plan at the time;  

• members could buy up to 40 years of service through a pay deduction, and 

that the maximum deduction was 9%;  

• after considering Mr H’s circumstances, there was insufficient time for him to 

purchase the additional years of service he required before his 60th birthday; 

and  

• due to his age, lack of benefits that could be transferred into the Plan, and 

limitations around the purchase of additional service, Mr H was not eligible to 

join the Plan.  
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• he was unaware additional service could be purchased and said that the 

assumptions made were incorrect;  

• he had a pension pot of around £50,000 at the time that was available to be 

transferred;  

• he had asked his line manager about joining the Plan a few weeks after he had 

commenced employment, and his manager explained that Head Office had 

stated he was not eligible; and 

• he had concluded that he was eligible to join the Plan, and that Royal Mail had 

failed to advise him of this.  

 

 

 

 

• Due to the length of time that had passed it did not have a record of specific 

communications from the time Mr H was employed, nor was it able to 

reconstruct his pay record.  

• Mr H would have received the Plan booklet, as the correct administration 

procedure would have been followed.  

• An extract from the booklet which, on page 4, stated that, “If you are over age 

55 there may be an opportunity for you to join POPS if you are permitted to 

transfer pension entitlements from another pension scheme or if you have 

previous POPs membership or if the Trustee so decides.”  

• It was made clear to Mr H that he could transfer in any existing pensions he 

had, and therefore there was no failure on its behalf.  

 Mr H responded and said that:- 

• He had not received the Plan booklet when he was employed at Royal Mail, 

and if he had, he would have ensured that he pursued his right to join the Plan.  

• His pension was important to him, as he was aware he had a small private 

pension. 
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• His employment contract said he was not eligible to join the Plan, and he had 

assumed this was because of his age. Therefore, he enquired with his 

manager at the time who said that if Head Office had told him he was not 

eligible there was nothing further he could do.   

• He had been in contact with a former colleague who had informed him he had 

been automatically enrolled in the Plan.  

• It was clear Royal Mail had failed to inform him of his options, and as a result 

he had endured unnecessary hardship and financial suffering.  

 :- 

• When he joined Royal Mail on 7 April 1997, he was not made aware of his 

pension options and this had resulted in ongoing hardship during his retirement. 

He was told that he was not eligible to join as he was 57 years and 8 months old 

and retirement age was 60.  

• He did not pursue this further, and he carried on working until he was 65.  

• He was only advised in November 2012, when he contacted the Administrator, 

that he could have transferred in benefits from another pension arrangement, 

and this was enlightening information and something he was not made aware of 

when he commenced employment.  

• His complaint had been forwarded to Royal Mail on 2 August 2013, but he did 

not receive a response until 10 December 2013.  

• He wanted further information about the administration process. He said no 

system was infallible; therefore, it was possible that he was not sent the Plan 

booklet.  
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Adjudicator’s Opinion 

 

• Mr H was not eligible to join the Plan when he joined Royal Mail on a temporary 

six-month contract. This is stated in the contract which he had signed. 

• When Mr H became a permanent member of staff he was not automatically 

eligible to join the Plan, as he was not aged between 18 and 55.  

• When Mr H became a permanent member of staff his contract explained that 

further details of the Plan were available in the enclosed booklet. It was 

reasonable to assume that Mr H had read this, as he had signed the contract. 

Therefore, he should have been aware that there was a Plan booklet available. 

• It was more likely than not that Mr H would have received a copy of the Plan 

booklet, as it was an integral part of Royal Mail’s practice and procedures at the 

time.  

• It was not unreasonable to expect Mr H to have asked for a Plan booklet if one 

had not been provided alongside his permanent contract.  

• There was no evidence to suggest Mr H made additional enquires about joining 

the Plan when he became a permanent member of staff.  

• The Plan booklet and Rule 2 of The Post Office Pension Scheme, available at the 

time, made it clear that employees over the age of 55 could join the Plan through a 

transfer of pension entitlements, from another pension scheme, at the Trustee’s 

discretion. 

• Mr H was unhappy with the amount of time Royal Mail took to respond to his 

complaint. However, it was within the four months The Pensions Regulator 

recommends.  

 Mr H did not accept the Adjudicator’s Opinion and the complaint was passed to me to 

consider. Mr H provided his further comments which do not change the outcome. I 
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agree with the Adjudicator’s Opinion and I will therefore only respond to the key 

points made by Mr H for completeness. 

 Mr H maintains that:- 

• He did not receive the Plan booklet with his permanent contract in September 

1997.  

• To assume that he received the Plan booklet because it was part of Royal Mail’s 

procedure at the time was incorrect, as no system is infallible.   

• When he received the permanent contract, prior to signing it he looked for 

information relating to pensions. The contract says that to be eligible to join the 

Plan you had to be aged between 18 and 55 and confirms that the normal 

retirement age is 60. As he was aged 58 at the time, he questions whether he 

would be sent the Plan booklet as he was ineligible to join the Plan.  

• Royal Mail’s negligence and maladministration prevented him from making further 

enquires in September 1997. 

Ombudsman’s decision 

 

 Therefore, I do not uphold Mr H’s complaint. 

 
Anthony Arter 

Pensions Ombudsman 
26  March 2019 

 


