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INFO Network news

New Members

A very warm welcome to the Network’s newest Members—both are Canadian schemes:

·          the OmbudService for Life & Health Insurance (Holly Nicholson, Executive Director ) 

·          the General Insurance OmbudService (Brian Maltman, Executive Director)



New Member representative
We also welcome Martin Lorenzon, as the new Ombudsman for Private Insurance, Switzerland, following the departure of Lili Nabholz. Members will remember that Lili, also an inaugural member of the Network Committee, advised us at INFO 2010 that she was moving on to other ventures in the new year.



Truly an ‘international network’

The Network now has 48 Member schemes/offices in 31 countries across all continents. Contact information for Members (and their primary representatives) is available in the Ombudsman Intranet, under Ombudsman Contacts <http://intranet.networkfso.org/Network%20operations/Member%20contact%20lists/Network_Members_Contact_Details.pdf> .  



INFO 2011: 19–22/23 September 2011 in Canada

Professional development at its best—a topical innovative program, at a great price, in beautiful surroundings, promising robust debate among peers


Early bird registration open until 31 May 2011

The INFO 2011 website is live: http://www.info2011.ca/ <http://www.info2011.ca/>   and is being regularly updated with INFO 2011 information. There is still time to register at the early bird rate.

Interested in the program? Check here <http://www.info2011.ca/index.php?option=com_content&view=article&id=2&Itemid=2> 



‘Sharpen your teeth’ at this optional training day in Whistler 

In addition to the main INFO 2011 conference, INFO 2011 organisers are planning a special training day on Friday 23 September 2011, in nearby Whistler. ‘Sharpening Your Teeth’ is an advanced course offered by the Ontario Ombudsman’s office. Very popular, it has been presented around the world—including in the US, Thailand, South Africa, Ethiopia, Austria and Hong Kong. This course will be offered on a strict cost-recovery basis, if sufficient interest is expressed. Please email INFO2011@obsi.ca <mailto:INFO2011@obsi.ca>  if you think you may be interested in participating.



News from Members

From the Financial Arbitrator of the Czech Republic 
František Klufa, Financial Arbitrator

The Annual Report 2010 on the activities of the Financial Arbitrator confirmed the positive trends that the activities of our office are used by consumers ever more frequently and enjoy a greater public awareness.

·         In 2010, we reduced the costs for the performance of the Financial Arbitrator’s activities as against the plan. Thus the total costs testified to economic efficiency in the performance of the statutory activities in the areas where the Financial Arbitrator can directly influence the use of the funds. Compared to the planned budget, there was a saving of approx.CZK 323,000 and only 76% of the planned budget was used.

·         The trend of significant improvement of efficiency (or, as the case may be, reduction in the costs per petition—the current costs decreased by 43% as against the year 2007) was confirmed.

·         We succeeded in continuing the established constructive communication relationship with participants in the proceedings, in order to promote conciliatory and rapid dispute resolution. 

·         The year 2009 was a breakthrough year, in the fact that nearly 90% of the disputes that the Financial Arbitrator 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 penalties on the institutions. In 2010, as many disputes as possible were resolved in a conciliatory manner again—93% (disputes amounting to hundreds of thousands of Czech crowns).

·         Also in 2010, we aimed our efforts at making the Financial Arbitrator institute visible—there were over 276 interviews, articles, television appearances, presentations, and appearances at conferences ...  full Annual Report 2010 <http://www.finarbitr.cz/download/22_en_anual_report.pdf>  



From the Financial Ombudsman Service, Australia
Colin Neave, Chief Ombudsman

Our March 2011 Circular is now available at www.fos.org.au/circular <http://cpr.sendemail.com.au/ch/27953/2dd36qs/1415577/1fbfdtpj6.html> . The Circular is designed to support dispute resolution by providing practical information about dispute resolution at FOS and explaining our approach on substantive issues. Among other items, this issue includes updates on:

·         The 2011 National Members Conference—the conference is being held on 2–3 June in Melbourne.  

·         The 2011 External Dispute Resolution Forum—sponsored by FOS and being held on 20 May in Sydney, this forum connects consumer advocates and dispute resolution schemes.

·         The Member Survey—this survey has helped us set performance benchmarks and identify areas for potential improvement

·         Responsible Lending Conduct Obligations & Maladministration—following the introduction of the new responsible lending regime in financial services, it is important that FOS provides guidance about our approach—commentary and case studies on responsible lending are included in this issue.



From the French Insurance Mediator

Francis Frizon, Mediator

·         The European Summit on Alternative Dispute Resolution in Brussels on 16 March 2011 focused on two sessions— 'ADR at the service of the Internal Market and Consumers' and 'Which way forward for the development of ADR in the EU?’. It was chaired by John Dalli, European Commissioner for Health and Consumer Policy;  Zoltán Csefalvay, Hungarian Minister of State for Economic Strategy; and Malcom Harbour, Chair of the Committee on the Internal Market and Consumer Protection. I represented FIN-NET at the public hearing. This address by the Summit Chair <http://ec.europa.eu/commission_2010-2014/dalli/docs/speech_adr_summit_16032011_en.pdf>  provides more information.

·         Recommendation to insurance companies—The French Financial Authority has issued a new Recommendation that insurance companies not use any confusing publicity or advertisement which could lead customers  to think they have (where the investment is unit-link insurance based on the stock market) bought a secured product. Insurance companies are encouraged to use ‘clear wording’, avoid confusing symbols, write in large enough characters, etc ... more information <http://www.banque-france.fr/acp/publications/documents/Recommandation-2011-R-02-de-l-ACP.pdf>  (en Français). 



From the Ombudsman for Banking and Investment Services (OBSI), Canada

Doug Melville, Ombudsman

To help Canadians spot the common traps set by criminals, OBSI has issued a list of the top fraud and scam-related complaints we see most frequently. Our list covers debit and credit card fraud, overpayment scams, debt consolidation scams, identity theft, sales scams and fraudulent investments ... in English <http://www.obsi.ca/UI/Resources/WhatsNew.aspx?csid1=75>  en Français <http://www.obsi.ca/UI/Resources/WhatsNew.aspx?csid1=75&langID=2> 



Update on financial services dispute resolution in New Zealand

From the New Zealand Minister of Consumer Affairs (31 March 2011)

Yesterday was the deadline for financial advisers to join a free dispute resolution scheme, meaning that consumers and small businesses can get independent assistance if they have a dispute with a financial service provider, Minister of Consumer Affairs John Boscawen said today. "This was the final stage of the implementation of the Financial Service Providers Dispute Resolution regime that began in December and covers banks, insurance companies, financial advisers, finance companies, brokers, money managers and KiwiSaver providers," Mr Boscawen said. "Prior to this regime only banks and insurance companies had an independent body to hear complaints. Now anyone handling New Zealanders' money must be registered and be part of one of four free dispute resolution schemes—the Insurance & Savings Ombudsman, the Banking Ombudsman, the Financial Dispute Resolution, and Financial Services Complaints Limited  ... full report <http://www.scoop.co.nz/stories/PA1104/S00008/ensuring-consumer-confidence-in-the-financial-sector.htm> .

From the Insurance & Savings Ombudsman, New Zealand

Karen Stevens, Ombudsman
Membership of the Insurance & Savings Ombudsman Scheme (the ISO Scheme) has increased from 50 to 1,350. The new members are financial service providers. Naturally, we are really excited by the fact that so many financial service providers have chosen to join the ISO Scheme. They and their customers will get the benefit of our experience as an established industry Ombudsman scheme. The ISO Scheme is one of only two industry schemes in New Zealand able to use the term Ombudsman under the Ombudsmen Act 1975. That means the ISO Scheme must provide independent, accessible and impartial complaints handling. As well as maintaining the Ombudsman standard, we work with members to establish their own internal dispute resolution processes. We expect more financial service providers will join in the coming months as people realise the legislation applies to them.

From Financial Services Complaints Limited, New Zealand 
Susan Taylor, Chief Executive Officer

Financial Services Complaint Ltd (FSCL) is now the largest financial dispute resolution scheme in New Zealand, in terms of membership numbers. We have over 4,000 participants, including financial advisers and planners, mortgage brokers, insurance brokers, stockbrokers, credit unions, transactional service providers, finance companies, trustee companies, fund managers and superannuation schemes, and insurers. Now the joining up of participants is nearly completed, we are starting to receive complaints to investigate. Early trends include cases of alleged reckless lending by finance companies, and problems with consumers wanting to withdraw money from Kiwisaver (superannuation) on grounds of significant financial hardship, but being declined. As the obligation to have IDR processes for dealing with consumer complaints is new to many of our participants, we have also been conducting a series of training workshops for participants on good complaints handling and how to recognise a complaint. FSCL will be continuing with its efforts to ensure participants are aware of their obligations to have robust IDR processes and to refer unresolved complaints to FSCL.



Recent determinations by Members

From the Ombud for Financial Service Providers (FAIS Ombud) , South Africa 

Noluntu Bam, Ombud

·         Property syndication scheme 1: Collapse of a property syndication scheme—pensioner loses his money—complaint upheld ... full determination <http://www.faisombud.co.za/library/GE_Black_v_JA_Moore_and_Johnsure_Investments.pdf> 

·         Property syndication scheme 2: Another investor loses money in  the collapse of the same investment syndication scheme—complaint upheld ...  full determination <http://www.faisombud.co.za/library/SP_Naidoo_v_CJ_Swanepoel_and_2_Others.pdf> 

·         Venture capital company: Highly risky investment sold as safe—complaint upheld ... full determination <http://www.faisombud.co.za/library/V_Mohanlal_v_R_Chutterpaul_and_R_Chutterpaul_Brokers_CC.pdf> 



From the Pensions Fund Adjudicator (PFA), South Africa
Dr Elmarie de la Rey, Acting Adjudicator

·         Mashimbaye—Pension fund administrators are encouraged to use plain language with minimal jargon and legalese—complainant misunderstands ‘death benefit’—complaint dismissed

·         De Beer— Trustees of a pension acted in good faith when, despite not having records of whether or not a benefit was already paid to a member, compensated him by purchasing a monthly annuity—complaint dismissed

·         TLOU—A mineworker’s widow who is the mother of their three children attempted to block a death benefit being paid to his extramarital child—complaint dismissed 

All of the above determinations can be found on the PFA website <http://www.pfa.org.za/site/index.asp> . 



Financial services issues making news around the world 

INSURANCE



Latest on UK payment protection insurance complaints 

Millions close in on payout for needless credit card or loan insurance

Millions of borrowers who were mis-sold insurance on loans or credit cards are closer to receiving compensation after the courts last week rejected a challenge by the British Bankers' Association (BBA). The verdict on payment protection insurance (PPI) is being hailed as a victory over the banks, although it will not necessarily result in payouts being made quickly. The banks had called for this judicial review, arguing that new complaint procedures issued by the Financial Services Authority (FSA) last year were wrong. The regulator wants the new rules to apply to past sales too. The banks also challenged the right of the Financial Ombudsman Service to use FSA 'principles' – general statements about the way firms should behave – in judging such cases. But Mr Justice Ouseley found that the FSA and Ombudsman were entitled to hold banks to the tough standards to assess claims ... full report <http://www.dailymail.co.uk/money/article-1379901/Millions-close-payout-needless-credit-card-loan-insurance.html?ito=feeds-newsxml>  
Listen <http://www.telegraph.co.uk/finance/newsbysector/banksandfinance/insurance/8463409/Ombudsman-banks-must-follow-FSA-rules-on-PPI.html>  to Natalie Ceeney, Chief Ombudsman, Financial Ombudsman Service (FOS), as she explains the High Court Decision
More about PPI <http://www.financial-ombudsman.org.uk/publications/technical_notes/ppi.html#judicialreview>  on the FOS website, including case studies, fact sheet



IRELAND: Insurance companies may face action over protection-code noncompliance

Insurance firms may face action from the Central Bank after a review of how they handle complaints found that none of the companies inspected were fully compliant with the code of protection for consumers. Issuing its findings today, the Central Bank said the review was “disappointing” and it was considering further enforcement action against some of the companies in the wake of the report. The bank had a number of actions open to it, including “directions, cautions and reprimands up to and including monetary penalties” ... full report <http://www.irishtimes.com/newspaper/finance/2011/0420/1224295068763.html> 



AUSTRALIA: Panel to look at overseas insurance models

Overseas insurance models will be examined as part of a national review into cover for floods and other disasters in Australia, a conference has heard. Insurance schemes in the UK, New Zealand, the USA, France and Spain will be looked into as part of the review of disaster insurance arrangements for householders and businesses in the wake of the Queensland floods and other disasters ... full report <http://news.ninemsn.com.au/national/8236117/panel-to-look-at-overseas-insurance-models> 

Victorian flood victims face winter freeze

Thousands of Victorians are staring down an icy winter with no heating, carpet or interior walls. Trapped by flood water three months ago, now they are drowning in red tape. In Charlton, a recovery centre spokesman said more than 70% of the 366 flood-affected families were still waiting for their insurance money. Some families face a tortuous appeals process that can drag on 45 days, followed by further appeals to the Financial Ombudsman and possible legal action. The water has subsided but the storm isn't remotely over. Because of the time taken to even get a rejection following a claim, complaints to the Ombudsman began as a trickle—26 of them 10 days ago. By yesterday it had passed 70 and  was climbing  ... full report <http://www.heraldsun.com.au/news/freeze-looms-for-thousands-after-floods/story-e6frf7jo-1226039957522> 



UK: Financial ombudsman rules out test case on volcanic ash

A year after the disruption caused by the Icelandic ash cloud, the Financial Ombudsman Service has refused to refer a travel insurance dispute to the court as a test case. The central issue in the claim was whether delay caused by the volcanic ash plume in April 2010 was the result of "poor weather conditions" under the travel insurance of someone known in the case only as Ms B. If it was, Ms B was entitled to her insurance claim. The insurer argued that “weather” is commonly understood to refer to atmospheric conditions relating specifically to heat, wind and water precipitation in its various forms. The mere fact that a substance was in the atmosphere was not a question of weather. In December 2010, however, Ombudsman Caroline Mitchell reached the provisional conclusion that the wind-borne ash cloud constituted "poor weather conditions" and so Ms B's claim was covered by her policy. But, conscious of the impact that this decision would have on other, similar cases, the ombudsman invited the insurer to make representations about whether the matter should be decided by the court as a test case  ... full report <http://www.out-law.com/page-11879> 



SOUTH AFRICA: New consumer law struggles to find its way  

The Consumer Protection Act (CPA), which came into effect on Thursday this week, significantly strengthens [consumer rights]. But at this early stage of the Act’s life, both consumers and suppliers remain at a loss as to how many of the Act’s provisions should be interpreted ... Another confusing issue for consumers is whether insurance contracts will now fall under the CPA, with opposing views between the DTI and the industry ... Brian Martin, the Ombudsman for Short-term Insurance, says it is extremely naïve to think that the financial services industry, which is complex, can be lumped in the same basket as retailers that sell toasters. “There are, however, instances where insurers may indirectly fall under the ambit of the CPA. For example, if your geyser bursts and your insurer agrees to send a plumber out to repair the geyser, the plumber and the geyser repair service will fall under the CPA. Under these circumstances, the insurer will form part of the supply chain and will fall under the CPA,” he says. The financial services industry is also confused about recognition of their Ombuds to hear complaints under the CPA. The Act makes provision for the Minister of Trade and Industry to appoint new Ombuds, created in terms of an industry code under the CPA ... full report <http://www.iol.co.za/business/personal-finance/new-consumer-law-struggles-to-find-its-way-1.1050910> 



BANKING 



INDIA: New rules soon for better service to bank customers

Bank customers may soon expect better services and fast-track redressal of their grievances as Reserve Bank of India (RBI) is likely to consider a fresh set of rules to improve the banks' customer service practices. Almost a year after RBI put in motion a process to improve banks' customer service practices, a high-profile panel set up by the central bank in this regard is likely to submit its recommendations later this month. Sources close to the matter said that the panel is likely to suggest a tighter vigil by RBI for banks lacking on the customer service front, monetary and procedural penalties and other remedial measures to guard against such lapses. ... full report <http://www.hindustantimes.com/New-rules-soon-for-better-service-to-bank-customers/Article1-686313.aspx> 



SOUTH AFRICA: Crooks phish for bank card details

The substantial increase over the past year in the number of complaints to the Banking Ombudsman about ATM and internet fraud indicates that these crimes are rising significantly ... Clive Pillay, the Ombudsman for Banking Services, says in his annual report for last year that the increasing ingenuity and deviousness of cyber crooks have resulted in a surge of complaints to his office about internet banking. The number of cases has risen from only 45 in 2009 to 484 last year ... full report <http://www.iol.co.za/business/personal-finance/banking/crooks-phish-for-bank-card-details-1.1060379> 



INDIA: A proposed legal shield against victimisation of bank customers

As more cases on phishing start piling up at different Adjudication offices, Consumer Courts and Banking Ombudsman offices in India, there is a need for Indian banking customers to be prepared to face a new kind of fraud committed by Bank employees and their associates under the shadow of a phishing attack. There are different elements to successfully conducting a phishing fraud. All the phishing frauds reported in recent years in India consist of money being transferred from the victim’s account to another account some times in the same bank and sometimes on other banks. Sometimes payments are routed to credit card payments and mobile recharge ... full report <http://www.bloggernews.net/126302> 



NEW ZEALAND: Hardship issues keep Banking Ombudsman’s caseload high 

Banking Ombudsman Deborah Battell says that consumer hardship is keeping complaints to her office at record high numbers, and she expects little change given the effect of the Canterbury earthquake on Christchurch residents and the wider economy. Today, as the Financial Service Providers (Registration and Dispute Resolution) Act 2008 comes into full effect, Ms Battell welcomes the new legislation that will give consumers of a wider range of financial services access to dispute resolution services.  ‘The Banking Ombudsman Scheme, which has been going since 1992, has led the way by protecting bank customers, and covers nearly everyone in New Zealand,’ says Ms Battell. In response to the new legislation, the Banking Ombudsman’s services have been expanded to cover customers of most building societies, the two largest credit unions, some finance companies and a range of bank subsidiaries ... full report <http://www.scoop.co.nz/stories/BU1104/S00017/hardship-issues-keep-banking-ombudsmans-caseload-high.htm> 



IRELAND: Complaints against banks hit record high

Complaints of harassment by banks and other institutions, mortgage arrears disputes, loan repayments and suspect insurance deals have reached their highest level ever recorded. Financial Services Ombudsman, William Prasifka, has confirmed last month saw the most complaints ever sent to the independent watchdog by people claiming to be the victims of heavy-handed bank tactics. While the exact figure has not been revealed, Mr Prasifka said it is the highest monthly rate since the Ombudsman’s office was established in April 2005, and follows a February level higher than any month last year. And there is further evidence the public is still being mistreated by the banking sector with the watchdog’s latest bi-annual review, published yesterday, showing a massive 40% spike in mortgage-related complaints between the first and second half of 2010 ... full report <http://www.irishexaminer.com/ireland/complaints-against-banks-hit-record-high-152126.html> 



INDIA: RBI ticks off banks for rate reset violations 

The Reserve Bank of India (RBI) has come down heavily on some banks which are violating agreements with borrowers while increasing interest rates. RBI has observed that some banks raise interest rates, particularly on term loans, every time the benchmark prime lending rate (BPLR) is changed. This is despite the loan contract clearly mentioning that banks can increase rates only after a gap of a certain number of years. This is known as the reset clause in bank parlance ... Addressing a complaint from a company last week, the Appellate Authority of RBI rejected a public sector bank’s appeal and upheld the order passed by the Banking Ombudsman ... full report <http://www.business-standard.com/india/news/rbi-ticks-off-banks-for-rate-reset-violations/430418/> 



UK: Mis-selling of ID theft insurance

There has been a huge increase in the number of credit card customers complaining about being mis-sold identity theft insurance. The Financial Ombudsman Service (FOS) ... has seen a 59% rise in complaints about specialist insurance in the last two years from people who believe they were pressurised to buy policies. Many of these complaints concern ID theft insurance. When someone receives a new, or replacement, credit card they usually have to call a dedicated phone line to activate the card and they are frequently put through to third-party salespeople to push identity theft insurance. Emma Parker, from the FOS, says: "The majority of customers are saying they feel they have been misled and pressurised when buying identity theft insurance or they have bought it without knowing exactly what it is" ... full report <http://www.moneywise.co.uk/news-views/2011/04/14/the-id-theft-insurance-rip> 



SWEDEN: Pensioner revolt over bank's 'cashless' bid

A pensioners' rights group in central Sweden has accused a Swedish bank of discrimination over plans to end cash handling services at local branch offices. "Scrapping the handling of cash within the banking world can, generally speaking, be considered as discriminating against the age group we represent," a local chapter of the National Pensioners’ Organisation (PRO) wrote in its complaint, according to the local Nya Wermlands-Tidning. The complaint, to be sent to Sweden's Equality Ombudsman by the local PRO chapter in Frykerud in central Sweden, comes in response to plans by Swedbank Värmland to remove cash-handling services from all of its branches in Värmland County, save for one branch office in Karlstad. Swedbank's plans to go cashless, slated to go into effect on May 1st, will make it impossible for people outside Karlstad to withdraw from or deposit cash in their bank accounts, the group alleges ... full report <http://www.thelocal.se/33200/20110414/> 

   



AUSTRALIA: Backlash over CommBank's iron fist on ATM glitch 

A solicitor says she has been inundated with calls from Commonwealth Bank (CBA) customers seeking legal help after receiving threatening letters from the bank for overdrawing their accounts during a recent ATM glitch ... CBA says it is entitled to recoup the funds that it believes were stolen by customers and has even admitted to closing down some customers' accounts ...  an expert in theft and fraud law and an associate professor at the University of NSW said people who overdrew their accounts on the day the glitch occurred could potentially face both fraud and theft charges ... full report <http://www.smh.com.au/technology/technology-news/backlash-over-commbanks-iron-fist-on-atm-glitch-20110415-1dhcb.html> 



INVESTMENTS



CANADA: Canada sets new option for investment disputes

A dramatically increased arbitration ceiling for investment disputes and an ability to opt out of costs orders are the latest changes aimed at making third-party dispute resolution more accessible and effective for customers of Canadian investment dealers ... Douglas Melville, CEO of dispute resolution group Ombudsman for Banking Services and Investment, says the changes are "bang on" with his organisation's recommendations to make arbitration a middle option ... full report <http://www.reuters.com/article/2011/04/08/wealth-canada-idUSN0830188020110408> 



AUSTRALIA: Financial advice reforms announced

Investors will have more protection following reforms to financial advice, Financial Services and Superannuation Minister Bill Shorten says. The Future of Financial Advice reforms include a requirement for financial advisers to get clients to opt-in every two years if they wish to continue to receive ongoing advice. They also include banning all commissions on risk insurance inside superannuation and a broad ban on volume-based payments. Mr Shorten said the changes would provide financial advice consumers with extra security after the collapse of Storm, Trio, Westpoint and other financial service providers ... full report <http://skynews.com.au/topstories/article.aspx?id=606425&vId=> 


CREDIT PROVIDERS



SOUTH AFRICA: Credit Ombud rules in favour of consumers in most cases

The Credit Ombudsman ruled in favour of the consumer in 69% of the cases it dealt with last year, saving many consumers from the embarrassment of repossession ... In the period January to December last year, 3 870 disputes were opened with the Credit Ombud. Out of this the Credit Ombud managed to settle 3 550 cases, an increase of 29% compared to 2009. The Credit Ombud is accessible to everyone, but its attention has been largely focused on the lower LSMs 3-7 as the higher LSMs tend to afford lawyers. According to the Credit Ombud, as at December 2010 there were 18.51m credit active consumers in the country and 46.5% (8.6m) of these had impaired credit records ... full report <http://www.moneyweb.co.za/mw/view/mw/en/page292516?oid=535281&sn=2009+Detail> 



PENSIONS



IRELAND: Pensions Ombudsman names firm over failure to pay out after ruling

The Pensions Ombudsman has taken the unprecedented step of naming a company and its directors after they failed to abide by his ruling that they should pay the family of a dead worker a death-in-service benefit. Paul Kenny also called on gardai to investigate Dublin construction company Radalko and its directors Eamon O'Riordan and Tim O'Riordan—a move which prompted the money to be handed over. The parents of the dead worker took a case to the ombudsman, alleging that Radalko had failed to register their son in the Construction Workers' Pensions Scheme, as is a legal requirement in the building industry’ ... full report <http://www.independent.ie/business/irish/ombudsman-names-firm-over-failure-to-pay-out-after-ruling-2611177.html> 



OMBUDSMEN NOT IMMUNE FROM SCAMMERS ...



FOS: Warning! Fraudulent emails claiming to be from the Ombudsman ... 

In early April 2011, a FOS media release advised that the FOS was ‘aware that fraudulent letters and emails claiming to come from the Financial Ombudsman Service are currently in circulation.These spoof letters and emails sometimes contain copies of our logo or other images taken from our website or publications. They may ask you for money or for personal information such as your bank account details or copies of your payslips or passport ...
read more on the FOS website <http://www.financial-ombudsman.org.uk/news/updates/2011-fraudulentemails.html> 



Previous issues

All issues of the Members E-Bulletin are available in the Ombudsman Intranet <http://intranet.networkfso.org/> . 
If you would like to choose your own password, just contact the Secretariat <mailto:secretariat@networkfso.org> .
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