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Network news

Welcome to new Members
This month the Network warmly welcomes three new Network member schemes:

         Financial Mediation Bureau, Malaysia – Chief Executive Officer, John Thomas 
         State Consumer Rights Protection Authority, Lithuania – General Director, 
Feliksas Petrauskas 
         Banking Mohtasib (Ombudsman) Pakistan – Ombudsman, Mansur-Ur-Rehman Khan
We also welcome to their new roles the Financial Services Ombudsman for Ireland, Bill Prasifka and the Chief Ombudsman for the Financial Ombudsman Service UK, Natalie Ceeney.
The Network now has 40 Member schemes across 28 countries. The latest contact listing is available to Members in the Ombudsman Intranet, under Network Operations.

News from Members

From the Financial Services Ombudsman of Trinidad and Tobago 
(Ann Marie Narine, Ombudsman)

I will be demitting office as the Financial Services Ombudsman on 30 April 2010 when my contract ends. Ms Suzanne Roach is my successor and will be in office from 1 May 2010. I would like to take this opportunity to say that it has been indeed a pleasure working with you.  I have enjoyed being a part of this very important Network, where ideas and information are shared as benefits to all.  I wish the Network continued success in all its future plans. 

 

From the State Consumer Rights Protection Authority, Lithuania 
(Marius Močiulskis, Director)
The World Bank has published a Diagnostic Review on Consumer Protection and Financial Literacy in Lithuania. 
From the Banking Ombudsman New Zealand 
(Deborah Battell, Ombudsman)
         We are currently making changes to the terms of reference of the Banking Ombudsman New Zealand scheme, to ensure that it totally complies with legislative requirements—specifically the legislation that requires all providers of financial services sector dispute resolution services to comply with specific regulations and to be approved by the Minister of Consumer Affairs. We expect to apply for approval in late May 2010. 

         At the same time, our scheme’s participants (members) are discussing whether to allow our office to provide dispute resolution services to a wider range of financial service providers than banks—especially those providing what are, in essence, banking services. Decisions on this are also expected in late May 2010. 

         In the meantime, we have now shifted premises and enjoy spectacular views across the Wellington harbour—especially exciting when freak hurricanes strike! We have also implemented a new structure, are developing our conciliation capability and are managing our way through an historically high number of cases. For the first time ever, our caseload hit more than 520. This necessitated the introduction of formal triage, or prioritization criteria and processes. 

         In addition, we issued our first edition of an updated newsletter, entitled current account. For more news, please click on the following link: www.bankomb.org.nz and go to the publications section.

From the French Insurance Mediation Scheme 
(Francis Frizon, Médiateur)

         Storm Xynthia—The storm which devastated part of the west coast of France in early March 2010 has struck 700 000 people's homes and activities. The cost is estimated 1,5 billion euros. As for the storm Klaus in 2009, the government has appointed a mediator ‘ad hoc’. This is a high level civil servant who will facilitate compensation by insurance companies, which have to deal with the claims on behalf of the State, within a special compensation scheme dedicated to a catastrophic situation. Generally the system works quite well and the intervention of the French Insurance Mediator is scarcely needed.  
         Credit mediation—Small businesses are deeply affected by the financial-economic crisis and cannot get credit from the banks easily. The government has appointed a ‘credit mediator’ to ease the situation. This mediator reports that, since January 2010, there has been a 25% increase in mediation demands (which represents 1200 demands per month). In 60% of the cases, the credit needs do not exceed 50 000 euros, but banks are reluctant to lend on a short-term basis. 
From Arbeiterkammer, Austria 
(Dr Georg Rathwallner, CEO)
Disclosure of bank information—Although calls for advertising purposes are prohibited by law without the prior written consent of the customer, many consumers complain about unsolicited telephone advertising (cold calling). Lottery syndicates, especially, use this form of marketing. They tell consumers they have already won and should provide their bank details only so the winnings can be transferred to their account. Instead, fees for participation are debited from the account by the lottery syndicate. Consumers can withdraw from the contract in writing within one week after receiving an affirmation. If an amount was withdrawn from their account wrongly, they can claim (within 56 days without giving reasons) that the bank reverses the debited amount.  Persons concerned are being directed to report the violations to the responsible authority, the “Fernmeldebüro”.   

From the Financial Arbitrator of the Czech Republic 
(František Klufa, Financial Arbitrator)
We have recently released our 2009 Annual Report, which includes the following facts:

         We recorded a repeated rise in the number of petitions received—in 2008-2009, it rose by more than 100% (2007: 370 petitions, 2008: 619 petitions, 2009: 757 petitions) —the services we provide are used ever more frequently and our activities enjoy a greater public awareness. 

         We succeeded in reducing the costs for the performance of our activities— compared to the plan by CZK 446,000 (compared to 2007 by CZK 1.462 million). Compared to the planned budget, there was a saving of CZK 446,000, with only 67.6% of the planned budget used.

         The trend of significant reduction in the costs per petition was confirmed (compared to 2007, by 56%).

         We succeeded in continuing a constructive communication relationship with participants in the proceedings, to promote conciliatory and rapid dispute resolution. 2009 was a breakthrough year in the fact that nearly 90% of disputes, that were decided in the petitioner’s favour, were resolved in a conciliatory manner—with compensation of the damage incurred and without the necessity to authoritatively impose any sanctions on the institution.

         In 2009 too, we aimed our efforts at making the institute of the Financial Arbitrator more visible— there were over 160 interviews, articles, television appearances, presentations, and appearances at conferences.

         We succeeded in organising and hosting a prestigious international meeting of the all-European network of financial arbitrators and Ombudsmen FIN-NET (Cross-Border Out-of-Court Complaints Network for Financial Services) in Prague; just as successful was the international conference organised in co-operation with the Banking Institute / College of Banking on “FIN-NET’S Role and Position on Financial Markets”.

Link to our Annual Report 2009 on our website: http://www.finarbitr.cz/en/annual-reports.html
Annual Report 2009 in PDF: http://www.finarbitr.cz/download/20_en_vyrocni_zprava_en.pdf
 

Resources

Responsible lending and borrowing: European Commission Consultation and Hearing 2009

Considering appropriate policy responses to the challenges faced by borrowers and the financial services industry—on the European Commission website
Consumer protection and financial literacy resources—more diagnostic reviews and good practices papers from Europe and Central Asia, on the World Bank website
You will find more resources in the Network’s Ombudsman Intranet, under Scheme operations.
News clips

UNITED KINGDOM: Watchdogs moot new consumer protection committee
The Financial Services Authority, the Office of Fair Trading and the Financial Ombudsman Service have teamed up on a proposal for a new consumer protection committee to spot emerging risks. The committee’s remit would be to identify any emerging risks with the potential to turn into widespread problems, and determine fast and effective ways of dealing with them, whether through regulatory action or consumer complaints. As set out in this discussion paper, the committee’s work will be to update the wider implications process, which is often triggered once a problem has already had an impact. Full report
NEW ZEALAND: Banking Ombudsman warns against weak PIN numbers
The Banking Ombudsman has warned people using eftpos and cash machines to take care to hide their personal identification (PIN) numbers, following an increase in complaints to the office. It seemed many people weren't reading the fine print of their banking contracts, which stated the onus was on the customer to keep their PIN secret at all times, Ombudsman Deborah Battell said. Full report
INDIA: No cure for credit card blues
With guidelines in favour of the issuer, consumers need to be more vigilant. The mantra that customer is the king is changing course for credit card users. The result: while the country’s credit card customer base is shrinking, complaints against issuers are on the rise. The annual report of the Banking Ombudsman shows that the number of complaints against credit card companies have constantly risen year-on-year. In the financial year 2008-09, 17,648 customers have lodged complaints against issuers. This was an increase of 74% over the previous year. In the same period, the number of outstanding cards dropped to 3.6 million. Full report
UNITED KINGDOM: 
Ombudsman releases latest complaints data on individual financial businesses

The Financial Ombudsman Service has released its second six-monthly set of complaints data relating to individual financial businesses—including banks, insurance companies and investment firms. The data published today on the Ombudsman's website covers consumer complaints handled by the Ombudsman service between 1 July and 31 December 2009. The data includes both the number of complaints received about individual businesses and the percentage of complaints upheld by the Ombudsman service in favour of consumers. During this six-month period, the Ombudsman service received a total of 82,136 new complaints—an increase of 18% on the 69,841 cases received in the first half of 2009. Of these new cases, 88% related to 155 financial businesses (out of more than 100,000 businesses covered by the Ombudsman). 
Full report
INFO 2010 in Cape Town – have you registered yet?

Early bird registration is available until 31 May 2010
More information in next month’s E- Bulletin

http://www.info2010.org.za/
Previous issues

All issues of the Members E-Bulletin are available in the Ombudsman Intranet. 
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