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PENSION SCHEMES ACT 1993, PART X

DETERMINATION BY THE PENSIONS OMBUDSMAN

Applicant
:
Mr B Mahoney

Scheme
:
NPI Personal Pension Scheme

Respondent
:
National Provident Life Ltd (NPI) 

Policy
:
NPI Policy 330914/10414

AMP NPI
:
The trading name of the group of companies including NPI

MATTERS FOR DETERMINATION

1. Mr Mahoney said that, in early 2002, AMP NPI was asked to provide information and documentation to enable a transfer of the Policy proceeds to another provider but, despite numerous reminders, it has not done so.  He asks me to direct AMP NPI to do so immediately and to pay him compensation.  He also asks me to direct AMP NPI to provide him with :

a) A note of the current fund value and transfer value

b) A full schedule of premiums.

2. Some of the issues before me might be seen as complaints of maladministration while others can be seen as disputes of fact or law and indeed, some may be both.  I have jurisdiction over either type of issue and it is not usually necessary to distinguish between them.  This determination should therefore be taken to be the resolution of any disputes of facts or law and/or (where appropriate) a finding as to whether there had been maladministration and if so whether injustice has been caused.

MATERIAL FACTS

3. In January 2002 Mr Mahoney approached Legal & General with a view to transferring his Policy proceeds to them.  He was asked to complete a transfer questionnaire, which he sent to AMP NPI.  AMP NPI returned it to Legal & General on 14 March, but apparently it was incomplete and Legal & General wrote to AMP NPI on 20 March explaining what else was required.

4. AMP NPI replied to Legal & General on 17 April stating that it could find no record of Mr Mahoney’s benefits.  According to Legal & General, it attempted to clarify the matter with AMP NPI on a number of occasions by telephone, but either the calls were not answered or were not returned.  In July 2002 Legal & General wrote to a manager at AMP NPI to complain.  Still no reply was received, nor was a reply received to a written reminder on 26 September 2002, at which point Mr Mahoney sought the assistance of OPAS, the Pensions Advisory Service.  AMP NPI did not reply to OPAS and the matter was referred to me.

5. My office wrote to AMP NPI on 15 April 2003 asking it to respond to the complaint within 21 days.  On 30 April AMP NPI wrote directly to Mr Mahoney acknowledging that his complaint had been received and setting out its understanding of its terms.  However, despite two further reminders and a telephone call from my investigator to the individual dealing with the matter at AMP NPI, no response was submitted.

CONCLUSIONS

6. In the absence of a written response from AMP NPI, and in the absence of any other opposition to the allegations, it is my Determination that Mr Mahoney’s complaint shall be upheld.  I make appropriate Directions below to ensure that he does not suffer any material loss and is compensated for the distress and inconvenience which has been caused. 

DIRECTIONS

7. Within 14 days of the date of this Determination AMP NPI shall :

a) Provide Mr Mahoney with a complete schedule of premiums paid under the Policy, the current fund value and the current transfer value.

b) Liaise with Legal & General to ensure that all outstanding information required by Legal & General is provided.

c) Pay Mr Mahoney £250 compensation.
DAVID LAVERICK

Pensions Ombudsman

22 July 2003
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