






































So the following powers and procedures will
apply to such complaints, in contrast to those
that applied before.

B The Financial Ombudsman Service
will deal with complaints about
maladministration as well as those
about legal entitlements.

B The rules of the voluntary jurisdiction
require NS&l to comply with most of the
FSA’s complaint-handling rules, as if it
were a regulated financial firm.

B While we will continue to take account of
legal principles, we will reach a decision
which, in our opinion, is fair and
reasonable in all the circumstances.

B In our decision-making, we will be able to
take account of codes of practice and what
we regard as good industry practice; NS&I
already subscribes to the Banking Code.

B We will try and reach a conciliated
settlement of a complaint, if that is what
seems most fair and appropriate to us.

B We will have the same right to dismiss
an NS&I complaint without considering
its merits as we have in relation to all

other complaints.

B If we intend to resolve a complaint by a
written decision, we will first issue a
provisional assessment, indicating what
that decision is likely to be, for comment
by both parties.

B The complainant will not be bound to
accept our decision and will remain free to
take the case to court.

Because one of our ombudsmen served as the
Adjudicator for several years, the Financial
Ombudsman Service is already familiar with
NS&I’s business and has had a head start in
successfully incorporating NS&I complaints
into its procedures.

... the Financial
Ombudsman Service
is already familiar
with NS&I’s business.




our 2005 series of conferences for firms

Aimed primarily at financial services practitioners and focusing on
current complaint topics, the handling of complaints, and the
ombudsman process, the conferences feature:

presentations by our ombudsmen and senior adjudicators
discussion groups and case studies

first-class conference venues

refreshments, including buffet lunch

value for money — we run these conferences on a not-for-profit
basis, charging just £125 + VAT per delegate, to cover our costs.

27 October banking firms Barbican Conference Centre, London

. § 10 November EEIENECRTUE Barbican Conference Centre, London

1 December life and investment firms Barbican Conference Centre, London
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ask ombudsman news

electronic consumer leaflet for
internet customers?
an internet-based banking firm emails ...

We are an internet bank and would like
Q to know whether - if we receive any
customer complaints — we we would still have
to send customers the printed, hard copy version
of your consumer leaflet your complaint and the
ombudsman, even though any complaints would be
made to us via email. Would it be possible for us to
send these customers an electronic version instead?

Firms like yours — where all your business is
A conducted electronically and any customer
complaints are made only by email — may find it
easier to send customers a hypertext link to the web
version of our consumer leaflet, available on our
website (www.financial-ombudsman.org.uk). We

recommend using the link because sending the
leaflet as an electronic attachment may not be
practical — your customer might not have the
software necessary to open and read the document.

Firms whose operations are not solely internet-
based should continue to use the official hard copy
version of the leaflet, which should be posted to
the customer with the final response letter. Details
of how to order supplies of the leaflet are on the
publications pages of our website, while the
technical briefing pages include our briefing note,
Telling your customers about the Financial
Ombudsman Service, which gives information
about firms’ use of the leaflet.
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consumer leaflet, see
the publications
pages of our website —
www.financial-
ombudsman.org.uk

dealing with complaints where the
customer was given ‘basic advice’
an IFA writes ...

How will the ombudsman service deal with
complaints about the sale of a stakeholder
product through the basic advice process?

We will assess the complaint on the
A understanding that the customer
received basic advice. We will not, for instance,
expect the adviser to have completed a factfind,
nor to have made detailed enquiries in order to
know the customer.

We are already used to dealing with many
complaints about products where there are no
suitability or know your customer requirements.

In such cases - so long as customers are not
misled — we expect them to be responsible for their
own choice. As with complaints about other
products, we will take FSA rules and guidance into
account. We will also look at good industry practice.

ombudsman news is published for general guidance only.

The information it contains reflects our policy position at the
time of publication. This information is not legal advice — nor is
it a definitive binding statement on any aspect of the approach
and procedure of the ombudsman service.



