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Adjudicator’s Opinion

• AT has agreed that the transfer was completed outside of its normal service level
agreement timeframe of 90 days, so there is no dispute that a problem has
occurred.
• AT also agrees that Mrs N’s letter of 28 June 2017, was not dealt with in a timely
fashion, and that it did not respond to the valuation request made by Equiniti in
September 2017, for approximately two months.
• Both these failings taken together amount to maladministration.
• it is not clear what, if any, work was conducted between 29 August 2017, when the
request was formalised and early November 2017, when it appears the process
gathered pace.
• Simply because a task has an allotted number of days for completion does not
mean it should be left until near that completion deadline to be actioned. In this
case, the Adjudicator did not see that anything meaningful was done between
August 2017 and November 2017.
• The delay in processing the transfer between August 2017 and November 2017,
will have caused Mrs N significant distress and inconvenience, as would AT’s poor
communication throughout the process.
• An award of £500 recognises the distress and inconvenience this matter will have
caused Mrs N.
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AT did not accept the Adjudicator’s Opinion and the complaint was passed to me to
consider. AT provided its 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 AT for completeness.

Ombudsman’s decision

Therefore, I uphold Mrs N’s complaint.
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Directions

Karen Johnston
Deputy Pensions Ombudsman
10 September 2018
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