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Key Features of the

Personal Pension

The Financial Conduct Authority is a financial services
regulator. It requires us, Aviva, to give you this
important information to help you to decide whether
our Personal Pension is right for you. You should

read this document carefully so that you understand
what you are buying, and then keep it safe for future
reference.

These Key Features give you the main points of your
plan. Your illustration shows what you may get back.
Please read them so that you understand what you’re
buying and then keep them with your plan documents.

If you’re employed, you should consider whether you
can join your employer’s scheme.

lts aim

e Tobuildupapension potforyourretirementin a
tax-efficient way.

Yourcommitment

e Tomakemonthlyoryearly payments until your chosen
retirementage. Orto make at least onesingle or
transfer payment.

o Tokeeptheplanuntilyourchosenretirementage.

e Toinvestforthelongterm, normally untilyou are at
leastaged 55.You don’tusually have access to your
pension pot before this time.

e Togiveupyourrightsinthe other pension schemeif
you're making atransfer payment.

e Toreviewyourpaymentsandinvestmentregularly.

Risks

e Thevalueofyourpension potcangodownaswellasup
andthevalue may be worth less than theamount that
hasbeen paidin.

e Whatyou getbackisn’tguaranteed. It willdepend on
investment performance, charges and the cost of taking
yourretirement benefits.

e Yourpersonalillustration will show the value of
your pension fund and the retirementincomeyou
could eventually get, if you choose to buy an annuity.
However, the amountyou receive may be lower than
thatshown inyourillustration. This could happen if:

- Youand/oryouremployerstop orreduce your
payments
- Investment performanceis lowerthan illustrated

- Thecostof converting your pension potintoan
annuity is more thanillustrated

- Youtakeyourbenefits earlier than your chosen
pension age.

- Taxruleschange

- Chargesincrease abovethoseillustrated

Ifyou transfer from another pension scheme, you may
be giving up valuable rights in that scheme. Thereis no
guarantee that whatyou receive at retirement will be
more than the amountyou could have received from
the previous scheme. For more information about
transferring from another pension scheme and the risks
involved, please see ‘Could transferring from another
pension scheme be right for me?’ on page 4.

This plan can’taccept any pension benefits that have
already been accessed (known as ‘crystallised’ funds).

Theinvestment fundsyou can choose from have
different levels of risk. The fund factsheets describe the
aim and level of risk of each fund and are available in our
Fund Centre at aviva.co.uk/retirement/fund-centre/.

Ifyou make a single or transfer payment and then cancel
the plan within 30 days, we may pay back less than has
been paidin. The transferring scheme may not take the
transfer back.

Ifyou move money out of a With-Profit Fund (including
when we move money as part of phased switching) we
could payyou less thanthe quoted value of the amount you
take out. You can find furtherinformation on this, known as
a‘marketvalue reduction’,underthe heading ‘What
happensifidon’tchoose aninvestmentfund?’.

In certain circumstances we may need to delay payments,
transfers and switching money between fundsas outlined
inyour plantermsand conditions. Thiscould beasaresult
of adverse market conditions orwhere atransaction would
leadtothe unfairtreatment of otherinvestors. The delay may
be uptoonemonthformostfundsoruptosixmonthsifthe
fundyou’reinvested in cannotbe easily converted to cash.
Thisincludes:

- apropertyfundor,

- afundthat’sfullyorpartlyinvestedinthe formofland or
buildings.

In certain circumstances we may further delay the

cancellation of unitsin anyinvestment fund:

i. tomatchanydelayorsuspensionimposed by the
manager(s) of any entity in which the fund has
holdings; or
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ii. wheredueto exceptional circumstanceswe
reasonably considerthatitisin the interests of
planholders whose plans areinvested in the fund
todoso.

After a delay, we will use the unit price that applies at
the end of the deferred period.

You can find out more about thisin the terms and
conditions. We'll let you know if and why we need to
delay payments, transfers and switching funds.

The taxinformation provided hereisbased on our
interpretation of current legislation which is subject to
change and individual circumstances.

Questions and
answers

Whatisthe Aviva Personal
Pension Plan?

It's a personal pension plan forindividuals under 75,
who are permanently residentinthe UKand want to
invest for retirementin a tax-efficient way.

Forthese purposes, broadly we define ‘permanently
residentinthe UK’,aslivingin

the UK forall or most of a particular tax year
(@aminimum of 183 days), and livingin the UK when
the pension plan starts.

It may be suitable for people who are self-employed,

orwho have an employerwhich doesn’t offera
company pension.

Isitastakeholder pension?

The Government has set minimum standards that
companies must meet for stakeholder pensions.
They areto do with payment levels, costs and terms
and conditions. This planisn’t a stakeholder pension

becauseitdoesn’t meet all the rules the Government

hasset.

You need to know that stakeholder pension schemes

are also available and may meet your requirements.
You maywantto get advice from a financial adviser.

You may want to get advice from a financial adviser
but they may charge you for their services.

How flexibleisit?

You can make one-off paymentsinto your plan atany
time. You may also make regular monthly oryearly
payments. Your payments will be subject to the limits
thatwe set.

You canincreaseyour regular payments into
your plan.

You can reduce your paymentsintoyour plan, orstop
andrestartthem atalater date. Reducingorstopping
your payments could reduce the value of your pension
pot. Ifyouwantto stop payingyou can ask us formore
information on how the charges might reduce your
pension pot.

You may be ableto transferyour pension pot from
another pension scheme to this plan. We recommend
thatyou speak to afinancial adviser before you do this
tomake sureit’ssuitable foryou.

This plan can’tacceptany pension benefitsthat have
already been accessed (known as ‘crystallised’ funds).

How much can | payinto my planeach
year?

We have minimum and maximum levels for payments,
and we may change these from time to time.

You can make regular or one off payments. If you
invest the minimum one off payment of £10,000,
you can choose to make regular payments of £20
amonth. Alternatively, if you invest the minimum
regular payment of £200 a month, you can chose
to make one off payments of £1,000. The minimum
amounts quoted include tax relief.

HM Revenue & Customs sets the maximum amount
thatyou can payintothe planand still receive tax
relief. We only accept payments that qualify for tax
relief.

There’s a payment threshold for each tax year, which
is called the annual allowance. If total payments to
allyour pension plans (including this one) are more
thantheannual allowance, you will normally have
to pay taxonthe excess. The annual allowanceis
currently £40,000 (2018/19).

If you have anincome (including thevalue of any
pension contributions) of over £150,000 and an
income (excluding pension contributions) in excess
of£110,000 yourannual allowance will be reduced.



Takingcertaintypes of retirement benefit may trigger
the money purchase annual allowance (MPAA). You
will still have anannual allowance of up to £40,000in
total, but no morethan £4,000 (2018/19) can be usedin
respect of your defined contribution (money purchase)
pension savings, with the remainderbeing available
forother pension savings. The provider paying your
retirement benefitswill tell you ifthis applies toyou.

° When you decide to take your benefits, the total
benefitamountis reviewed againstyour lifetime
allowance. If your total benefits exceed your lifetime
allowance when you take them, you will pay tax on
the amounts over that limit. The current standard
lifetime allowanceis £1,030,000 for the tax
year2018/19.

° Ifyou’re employed youremployer can pay into this
plan. Employer payments will also be takeninto
accountintheannualallowance.

° We collect regular monthly and yearly payments by
direct debit, and one-off payments by cheque.

WhatifIstop livingin the UK?

° You should let us know if you move overseas, or start
working overseas, or work overseas on secondment
from youremployer as this may affect how much you
can payintoyourplan.

° Ifyouarenolonger permanently residentin the UK,
you may have to reduce the payments you make to
your plan.In most cases, your payments must stop
afterfiveyears.

° We will let you know how your payments are affected,
asthiswilldepend onyour circumstances at the time.

Couldtransferring from another
pension scheme beright forme?

° Ifyou’retransferring a pension plan from another
pension scheme, whatyou get from this plan at
retirement could be very different. Depending on the
type of schemeyou’re transferring from, you may be
giving up all or some of the following:

- aguaranteed retirementincomethatis linked to
your pay when you leave the company

- guaranteed annuity rates, which could provide
you with a higher level of income than may be
offered on the open market

- anincreaseinyour pension pot between now
and whenyou retire; this could be linked to
inflation

- increasesinyourretirementincome; these could
also be linked to inflation

- apensionwhich givesyou a loyalty bonus
- enhanced death benefits

- apensionwhichletsyouretire early

- alargertax-free cash sum when you retire
- lifecover

- youcould besubjecttoamarketvalue reductionon
thetransferto this planifthe pension planyou are
transferring fromis invested in a with-profits fund.

Rememberto compare the features of the pensions, as
well as the charges and range of funds. You should also
considerany taximplications of transferring your pensions.
Transferring pensionsisn’tright foreveryoneandit’'sa
complexdecision. Before you do anything, make sure you
understand alltheimplications asthereis no guarantee
thatyou will be better off. Remember the value of your
pension can go down as well as up and you may get back
lessthan has been paidin. Also, whilst the transferis taking
place,your moneywon’t be invested and this means that
youwon’t benefit from any rise in the price of investments
duringthattime.

You also need to think about whetheryou’d be able to join
anew employer’'sscheme. Thisis because you may be able
to transfer from your existing scheme to this new scheme
instead.

Thisplan can’taccept any pension benefits that have
already been accessed (known as ‘crystallised’ funds).

We don’t chargeto accepttransfers, butthere may bea
charge fromyour existing pension providerifyou decide to
leave them. So, it’s worth checking with them before you do
anything.

Ifyou are thinking about transferring your existing
pension to us, we strongly recommend you seek

financial advice. If you’re employed, your employer will be
abletotellyouifthereisafinancial adviseryou can speakto
who'is providing support regarding your pension scheme
with us. Alternatively, you can find your own adviser at
unbiased.co.uk. Please be aware an adviser may charge
fortheirservices. If you want to transfer without using a
financial adviser, acceptance will be subject to certain
criteria. Forexample, we cannot accept transfers over
certain thresholds without advice where you may lose
valuable guarantees or benefits thatarein place with your
existing pension.

What might I getwhen Iwantto take
my retirement benefits?

° Thesize of your pension pot will depend on how
much has been paid in, how longit’s invested for, the
investment performance of the funds you choose,
and charges.

° Your illustration gives you an idea of what you might
get butthisisn’t guaranteed.
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What choices will  have when | take
my retirement benefits?

This section explains the options you will have when you
reach retirementage.

When can I take my retirement benefits?

° We setup your pension plan to provide retirement
benefits fromyour chosen retirement age, but you
can takeyour retirement benefits from age 55.

° Peopleinsome occupations, orwho can’tcarry on
working because of ill health, may be able to take
benefits earlier than age 55.

° Underthis plan,you must decide howtotakeyour
retirementbenefits on or before your 75th birthday.
Ifyouwantto leave your money invested, you'll
havetwo options. You can either decide to take

benefits through income drawdown (see the ‘Income

drawdown’ section for details), oryou will have to
move your pension to a different plan that lets you
keep your pension afterage 75.

Whatmight | get when I want to take my
retirement benefits?

° Thiswill depend on the size of your pension fund and

the type of retirement benefits you choose.

° Thessize of your pension fund will depend on how
much has been paidin, how longit’s been invested
for, the investment performance of the funds you
choose and our charges.

° Yourillustration gives anidea of what you might get.
° Remember, accessing your retirement benefits will
counttowards your lifetime allowance (see ‘How
much can | payinto my plan eachyear? for details).
How can I take my retirement benefits?

° When you are ready to take your retirement benefits

youwill have a number of different options about how

you can use your pension pot, including takingan

income, alump sum ora combination of both of these.
We'll write to you before your chosen retirementageto

letyou know whatyour options are.

° Your retirement choices are some of the most
important decisions you will ever need to make.
We recommend you get guidance or advice to help
you decide what to do with your pension savings.
Pension Wise is a government service offering free
andimpartial guidance. This tailored guidanceis

available online, overthe phone orfaceto face. Goto

www.pensionwise.gov.uk orcall 030 0330 1001

The optionsavailable are explained below. You can choose

more than one option.

Use your pension pot to buy anincome for life
(known as an annuity)

You can normally take up to 25% of your pension fund as
atax-free cashsumand usetherest of itto buy an annuity.
Anannuityisaninsurance policy thatwill giveyou a
guaranteed incomeforthe rest of yourlife.

You canbuy an annuity from any annuity provider.
Itdoes not have to be purchased from Aviva. It’s
importantto shop around asyou may be ableto geta
higherincome.

Theincomeyou get will depend on the size of your
pension potand the cost of convertingit.

Take your pension fund as a cash lump sum

You can take some orall of your money directly from
yourpension planasandwhenyou needit. Thisisknown as
an ‘Uncrystallised Funds Pension Lump Sum’ (UFPLS)

Any money you don’t withdraw will remain invested and
you cancontinueto make paymentsintoyourplan. The
featuresin thisdocumentwill continue to apply.

Foreach cash withdrawal the first 25% will be tax free,
butthe remaining 75% will be taxed asincome.

Whenyoutake yourfirstwithdrawal, you will trigger the
Money Purchase Annual Allowance (see ‘How much canl
payinto my plan eachyear? for details).

There are no limits on how much you can withdraw.
You cantake a maximum of sixwithdrawals pertaxyear.

You pension plan will close once you have withdrawn all
your money.

Income drawdown (also known as
Flexi-access Drawdown)

You can choose to take income drawdown from this
plan,orbytransferringitto another pension provider
who offers this. It’'simportantto shop around asit could
help you obtain better terms. If you decide to take
income drawdown from this plan, the following section
explains how itworks.

You can move some or all of your existing pension fund
to ‘income drawdown’ and take a tax-free cash sum.
Normally 25% of the amount you move will be paid as
atax-free cash sum before your money is moved into
Drawdown.

The amountyou move to income drawdown will remain
invested until you’re ready to start taking income from
it. Any subsequentincome withdrawals will be taxed as
income and the following applies:

- Whenyou takeyourfirstincome withdrawal, you
will trigger the Money Purchase Annual Allowance
(see ‘How much can | payinto my planeachyear?’
fordetails).


http://www.pensionwise.gov.uk

- Youcantakeupto6singleincome withdrawals
pertaxyear. We can’tsetup income payments
that are automatically paid toyou onaregular
basis e.g. weekly or monthly.

- Thereisno limitto how muchyou canwithdraw.

Any money you don’t move to income drawdown will
alsoremain invested and you can continue to make
paymentsin. This money will now be called your
‘accumulation’ fund.

Yourincome drawdown funds and any accumulation
fundswill stay invested in the same funds your
pension planisinvested in when you move your
money, with one exception:

- You'renotabletoinvestanyofyourincome
drawdown money in our with-profits funds.
Instead we will switch your money into the
Diversified Assets Fund | at the time you move
intoincome drawdown.

You can change yourinvestmentfunds atanytime.
Ifyou switch your funds, the change will apply to your
whole plan (both income drawdown funds and any
accumulation fundsyou may have).

You can only move your pension savingstoincome
drawdown before your 75th birthday. However, once
your money has been moved toincome drawdown,
the money can remain invested for the rest of your
life.

Atage 75, any lifestyling/phased switching will
stop. Yourinvestment funds will remain at the end
pointwith no further automatic switching. You
need to make sure thatyourinvestments are right
foryou;you should regularly review your existing
investments.

Youroriginal plan charges will continue to apply
forallthe money that remainsinvested (income
drawdown and any accumulation funds).

We currently don’t make a charge for moving to
income drawdown or formaking single income
withdrawals. If this changes, we will let you know.

You canstill transferyour plan to another provider.
Thetransferwill apply to yourwhole plan (both
income drawdown funds and any accumulation
funds you may have). Some providers may not
accept this type of transfer.

Your pension plan will close once you have
withdrawn all your money.

Taking your retirement benefits as lump
sums orincome drawdown - key risks

Takingsome or all of the money from your pension
savings meansitcanrunout-it’snotaguaranteed
income foryour lifetime. Therefore you’ll need to
think about how you will provide for yourself and your
dependantsin the future.

Asthe pension pot remains invested afterincome or
lump sums are taken, its value can still fall as well as
riseand is not guaranteed. Its value will depend on
the amount of withdrawals, the performance of the
fund(s) and impact of charges.

You need to make sure that your investments are right
foryou;you should review your existing investments
beforeyou take a cash sum or move them toincome
drawdown and on a regular basis after that.

You could getlessincomethanifyou used your money to
buyanannuity (a guaranteed incomefor life).

If you’re entitled to means-tested benefits, your
benefits could be affected by taking this option.

For more information of the risks associated with all the
available options, please see our ‘Making sense of your
retirement options’ document. Please contact usifyou
would like a copy.

Canlchange my mind about movingtoincome
drawdown?

Yes.You have 30 days in which you can change your
mind about setting up income drawdown. Your
30days startwhen you receive confirmation from
usthatyourincome drawdown option has been
setup. Atthattime we’ll send you areminder about
your cancellation rightand a cancellation form to
completeifyouwantto cancel.

You can only cancel yourincome withdrawal option and
notyourdecision to take tax-free cash fromyour plan.

If you decide to cancel you will have to tell us what
you want to do with your money moved toincome
drawdown. If you don’ttell us what to do with your
money within 30 days of asking usto cancel, then
theincome drawdown terms will apply and your
cancellation won’t go ahead.

If you don’t cancel within the 30 days, yourincome
drawdown will continue as set outin the termsand
conditions.



Transfer to another pension scheme

° You can transferyour pension fund to another
registered pension scheme. Other registered pension
schemes may allow additional retirement options.

° Please read the section ‘Can I transfer my plan?’

Where are payments to my plan
invested?

° You can choose the funds you wantto investin.
° Weinvest all of the paymentsin the funds you choose.

° Eachfundisdividedinto units of equalvalue. We use the
payments to buy unitsinyour chosen funds. Thevalue
oftheunits will rise or fall depending on the investment
performance of the funds.

° Thefunds have differentaims and levels of risk. The
fundfactsheets describe the aim and level of risk of
eachfundand areavailablein our Fund Centre at
aviva.co.uk/retirement/fund-centre/pension-
funds/.

° You can change the funds the payments are invested
in. We don’t usually charge you for doing this, but we
reserve the right to limit the number of changes you
can make eachyear.

Some of the funds you can choose have extra charges.
These extra charges are detailed in our Fund Centre
aviva.co.uk/retirement/fund-centre/pension-
funds.

Regardingincome drawdown:

° If you switch your funds, the change will apply to your
whole plan (both income drawdown fundsand any
accumulation fundsyou mayhave).

Whathappensifidon’tchoosean
investmentfund?

° We’llautomatically invest all paymentsinto the
With-Profit Fund unless the payment relates to an
income drawdown fund (see the ‘Income drawdown’
section for details).

° With-profitsis a type of investment that shares out the
returns earned by the With-Profit Fund toits investors
through bonuses.

° We may apply a market value reduction any time
money is moved out of a With-Profit Fund, including
as part of phased switching. This means that the value
of your pension pot may be reduced. This is most
likely to happen following a large or sustained fallin
the stock markets, orwhen investment returns are

below the level we normally expect. We explain thisin
more detailin ‘A guide to your with-profits
investment and how we manage our With-Profit
Fund - For customers investing through pension
plans’. Yourfinancial adviser can provide you with a
copy of this.

Whatare the charges?

Product & Investment Charges

° We charge formanagingyour plan. These charges
will reduce thevalue of your pension pot. We may
increase our charges if the cost of managing your plan
increases dueto changesin taxation, regulation, the
law and the cost of fund management. We'll tell you if
wedothis.

° Wetake an Annual Fund Charge from your plan.
However, some of the funds you can choose have extra
charges. Yourillustration and your policy document
detail allyourcharges.

Adviser charges

° Acharge mayalso be applied if you have received or
will receive advice or services from a financial adviser
andyou have agreed to pay this charge through your
plan. These charges will reduce the value of your
pension pot.

What about tax?

° You'll get UK tax relief on your payments (uptoa
maximum limit).

° We'll claim the basic rate tax relief for you from HM
Revenue & Customs.

- Forexample, if basic rate income taxis 20% and
you pay £80 a month, tax relief would add £20 a
month. This means that for every £80 you pay,
£100 goesintoyour plan.

° Ifyou pay taxat more than the basic rate, you claim
your extra tax relief from your tax office.

° Payments in excess of the annual allowance will
normally be subjectto ataxcharge.

° You don’t gettax relief forany money you transfer
into this plan from another scheme.

° Your pension fund will grow free of UK income tax
and capital gains tax. Some investment returns may
be received by the fund with tax credits, or after tax
deductions, which cannot be reclaimed.
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° You can normally take up to 25% of your pension pot ° If you've arranged your plan underasuitable trust,
asatax-free cash sum. You may be able to take more we’ll pay any cash sumto the trustees.
thanthisifyour planincludes a specific type of transfer
payment; if this applies to you, we'll let you know. Canltra nsfer my pla n?

° You may have to payincometaxon the retirement
benefits you take from your pension pot. Income ° You can transferthevalue of your pension plan to
payments and lump sum payments are both treated anotherregistered pension scheme atany time
asincome, and therefore the taxyou pay will depend beforeyou starttaking your retirement benefits.
onyour personal circumstances and may be subject ° We don’t charge for a transfer, but depending on
tochange. investment performance, the amount we transfer

e  Ifyoudiebeforetakingyour retirement benefits may beless than the total paymentstoyourplan.
any cash sumwe pay will normally be free of ° If you areinvested in the With-Profit Fund then you
inheritance tax. may be subject to amarketvalue reductionifyou

o ) ) transferthevalue of your pensions plan to another

° Thisinformation about taxis based on our

understanding of the current laws of England and

UK tax practice. The tax relief and tax you have to pay
may change if you move overseas or start working
overseas, or work overseas on secondment fromyour
employer. Future changesin law and tax practice,

pension provider. You can find further information
on thisunderthe heading ‘What happensifidon’t
choose aninvestmentfund?’.

° Regardingincome drawdown:

- Onceyou have taken income drawdown, you

canstilltransferyour plan to another provider.
Thetransfer willapply to your whole plan (both
income drawdown funds and any accumulation
fundsyou may have). Some providers may not
acceptthistype of transfer.

oryourindividual circumstances and main place
of residence, could affect your pension, retirement
benefits and how much taxyou have to pay.

° Afinancial adviser can give you more details about
your tax position.
o Canlchange my mind?
Whathappenstotheplanifldie?

° You can change your mind within 30 days from the

° Ifyou die while you still have this pension plan (even if

you have started withdrawing your pension via UFPLS
orincome drawdown), your nominated beneficiary
(orwhoeveris chosen underAviva’s discretionary

later of:
- Thedaywetellyouyourplanstarts.

- Thedayyoureceive your plandocument.

If you decideyou don’twantthe plan, we’ll give you
your money back. If you’ve made a single payment
you'll get back your payment minus any fallin the
investmentvalue.

powers) can chooseto take thevalue of the fund as:
- Alumpsumor;

- Adependant’sornominee’s flexi-access

drawdown or; ° Ifyour planincludes a transfer from another pension

scheme, the transferring scheme may not be willing
totake thetransfer back or reinstate your benefitsin
theirscheme. Youroptionsthen would be to transferto
another providerwhoiswillingto acceptitorreapply
foratransfertous.

- Adependant’sornominee’sannuity

Aflexi-access drawdown or annuity can be taken with
Avivawhere a suitable productis available. Where
Aviva do not offer a suitable product the funds can be

takento another provider.
° The cancellation notice willinclude the address you

should send it toifyou change your mind aboutyour
plan.Or,you can contact us at the address given

Where a beneficiaryis not a dependant ornominee
they will only be entitled to a lump sum.

Ifyou die before 75 the lump sum orincome will be
tax free.Ifyou die aged 75 or over, the lump sum or
income will be taxed at the beneficiary’s marginal
rate ofincome tax. If the claim cannot be paid within
2years of Aviva being notified of death the options
availableto the beneficiary may reduce or become
taxable.

overleaf.

° Your plan will continue if we don’t receive your
cancellation notice within the 30 days.

How willl know how my planisdoing?

- We'll send you a statement each year showing the
payments toyour plan and the current fund value.

- You can checkthe current performance of your plan
by signing up to My Aviva using the link below.



Further information

aviva.co.uk/existing-customers/

How to contactus

If you'd like more information about your personal
pension, we recommend you first contact your financial
adviser. Or, if you want to speak to us you can:

Call0800 686 800
Monday to Friday 08:30am - 5:30pm
Saturday 08:30am-2pm

Email
helpdesk@aviva.co.uk

Aviva, PO Box 520, Surrey Street, Norwich,
NR13WG

Other information
How to complain

e Ifyoueverneedtocomplain,youcancontactusat:
Aviva
PO Box 520,
Surrey Street,
Norwich,
NR1IWG

Call 0800686 800
Email helpdesk@aviva.co.uk

e Ifyouarenotsatisfied with ourresponse, you may be
abletotake yourcomplaintto the Financial Ombudsman
Service.

TheFinancial Ombudsman Service can look at most
complaintsandis free to use. You do not have to accept
their decision and will still have the right to take legal
action. Their contact details are:

The Financial Ombudsman Service
Exchange Tower

London

E149SR

Telephone: 08000234567
Email: complaint.info@financial-ombudsman.org.uk
Website: www.financial-ombudsman.org.uk

e Ifyouhavetakenaproductoutonlinewith Avivaandare
unhappy with the product orthe service you received,
you can use the European Commission’s Online Dispute
Resolution service to make a complaint. The purpose of
this platformis to identify a suitable Alternative Dispute
Resolution (ADR) provider and we expect that this will
betheFinancial Ombudsman Service. Please be aware
thatthe Financial Ombudsman Service will only beable
to consideryourcomplaint after Aviva have had the
opportunity to considerand resolveit.

Terms and conditions

This Key features document gives you a summary of this
plan.You should also read the full terms and conditions
which govern this plan and which will override any conflicting
statement set outin thisdocument. If you need a copy you can
getonefromus,oryouradviser.

Law

Aviva and you have a free choice about the law that can
apply to a contract. We propose to choose the law of
England and, by entering into this contract, you agree that
the law of England applies.

The Courts of England and Wales shall have non-exclusive
jurisdiction over any claim, dispute or difference which may
arise out of, or in connection with, this contract.

We'll always write and speak to you in English.
We're regulated by the Financial Conduct Authority (FCA):

The Financial Conduct Authority
12 Endeavour Square

London

E20 1JN

We’'re also regulated by the Prudential Regulation
Authority:

The Prudential Regulation Authority
20 Moorgate

London

EC2R 6DA

Potential conflicts of interest

There may be times when Aviva plc group companies or
our appointed officers have some form of interest in the
business being transacted.

If this happens or we become aware that our interests, or
those of our officers, conflict with your interests, we’ll take all
reasonable steps to manage that conflict of interest. We'll do
this in a way that treats all customers fairly and in line with
proper standards of business.


http://aviva.co.uk/existing-customers/
mailto:helpdesk@aviva.co.uk
mailto:helpdesk%40aviva.co.uk?subject=
mailto:complaint.info@financial-ombudsman.org.uk
http://www.financial-ombudsman.org.uk
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Further details of our conflicts of interest policy are available
on request.

Where, despite all efforts to manage a conflict of interest, the
conflict of interest cannot be prevented, we will disclose it to
you before you commit to taking out this product or taking
any investment action in relation to it.

Solvency Financial Condition Report

Every year we publish a Solvency and Financial Condition
report which provides information about our performance,
governance, risk profile, solvency and capital management.
This report is available for you to read on our website at
www.aviva.com/investor-relations/institutional-investors/
regulatory-returns.

Compensation

Qualified advisers will recommend that you buy products
suitable for your needs. You've got legal rights to
compensation if it's decided that you’ve bought a plan that
wasn’t suitable for your needs at that time.

The Financial Services Compensation Scheme (FSCS)
provides protection to consumers by allowing them to
claim compensation in the event that an authorised
financial services firm (such as Aviva Life & Pensions
UK Limited) is unable to meet claims made against it.

Whether you qualify for any compensation under the
FSCS will depend on the type of investments you hold.
This means that if your investments through Aviva Life &
Pensions UK Limited are held in external funds, then you
would not be eligible to make a claim for compensation
under the FSCS in the limited circumstances where the
external provider is unable to meet its obligations. Our
fund factsheets show whether a fund is an external fund
and further details can be found in “Your Guide to Fund
Factsheets’. If you are not sure about the type of funds you
are invested in you can call us on 0800 686 800 or speak to
your financial adviser.

The cover under the FSCS is normally 100% of the value of
the claim with no upper limit. For further information, see
http://www.fscs.org.uk or telephone 0800 678 1100 or

020 7741 4100.

Client classification

The Financial Conduct Authority has defined three
categories of customer. You've been classed as a ‘retail
client’, which means that you’ll be provided with the
highest level of protection provided by the Financial
Conduct Authority rules and guidance.

Aviva staff remuneration

Aviva staff are salaried and they receive an annual bonus based
upon the overall performance of the Aviva Group.

Some members of our distribution team may also receive
additional bonus, a proportion of which relates to their sales
performance.


http://www.aviva.com/investor-relations/institutional-investors/regulatory-returns
http://www.aviva.com/investor-relations/institutional-investors/regulatory-returns
http://www.fscs.org.uk
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