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	A monthly bulletin for Network Members

· to keep you informed of Network developments

· to share scheme and Ombudsman news items

· to point you to updated information on the Network website

To contribute, please email your item to the Network Secretariat: secretariat@networkfso.org

	TWO NEW MEMBERS  
The Network warmly welcomes:
 the Finnish Financial Ombudsman Bureau (Irene Luukkonen, Managing Director) … website 
 the Client Services & Compensation Division of the Autorité des marchés financiers, Québec, Canada  (Anne-Marie Poitras, Superintendent) … website
A reminder that there is a full list of Network Members, with emails and other contact information, in the Ombudsman section of the Network website. You will need to log in.
COLLEAGUES MOVING ON
Former Network Chairman,  Walter Merricks, has announced that  he will be stepping down as Chief Ombudsman of the Financial Ombudsman Service, UK  (the FOS announcement ) to take up the new role of Chair of the Office of the Health Professions Adjudicator, the new statutory organisation being set up as the single independent body to adjudicate cases of ‘fitness to practice’ referred to it by the regulators of UK healthcare professionals. With gentle authority, Walter has guided the Network from its less formal structure to its current form as the International Network of Financial Services Ombudsman Schemes. His ‘calm English wisdom’ will be missed. We understand Walter will depart FOS sometime in Autumn 2009. At INFO 2009 in Dublin, before stepping down as Network Chairman, Walter delivered his Chairman's Report to the Annual Business Meeting of Network Members. He remains on the Network Committee. 
At the end of June 2009, after more than six years, Dr Hugo Eyzaguirre, departed his position as Defensoria del Cliente Financiero, Peru. Before leaving, Hugo wrote: “Because of this change, I will not be able to attend the meeting in Ireland, so please extend my deepest gratitude to all of the members. Since we have here a young and small scheme, it has been very beneficial learning from the experiences of others. Dr Graciela Fernandez-Baca will be the next Ombudsman starting 1 July 2009. I am sure that the Network and the Peruvian scheme will continue working together—and that hopefully more Latin American schemes will appear and also join the Network.” Thank you, Hugo, for your long support of the activities of the Network. And, welcome to Graciela.
In May 2009, Sam Parrino, Ombudsman General Insurance, Financial Ombudsman Service Australia, departed for new challenges. One of the original supporters of a more formal structure for the Network, Sam’s previous scheme, Insurance Ombudsman Service, was one of the founding Members. Thank you for your contributions, Sam—our very best wishes as you go about your new endeavours.
NEW CHAIRMAN  
The new Chairman of the Network is Colin Neave, Chief Ombudsman, Financial Ombudsman Service Australia. Colin was welcomed into the role at the Annual Business Meeting of Network Members in Dublin—he shall no doubt bring his own style of ‘grey Aussie wisdom’.
NETWORK COMMITTEE  
Joining Colin and Walter on the Network Committee are:
 Joe Meade, Financial Services Ombudsman, Ireland
 Dr Lili Nabholz, Ombudsman of Private Insurance, Switzerland 
 Larry Hattix, Ombudsman, Comptroller of the Currency, United States
 Jennifer Preiss, Deputy Ombudsman, Ombudsman for Long-Term Insurance, South Africa
 Francis Frizon, Médiateur de la  Fédération Française  des Sociétés d'Assurances 
INFO 2009
Ombudsman, Joe Meade and his team from the Financial Services Ombudsman, Ireland, delivered a wonderful INFO 2009 conference in Dublin—straight from the heart. As well as being enriched through knowledgeable presentations, delegates left with a strong sense of the Network’s financial services ombudsman community—and the support available through being part of that community. Joe, we sincerely thank you and your hardworking team.
The INFO 2009 presentations are available now on the INFO2009 website.
INFO 2010
Jointly hosted by the Network’s South African schemes,  INFO 2010 will be convened in Cape Town, South Africa in late September 2010. Two of the conference organisers, Jennifer Preiss of the Ombudsman for Long-Term Insurance and Marnie Van Schalkwyk, Credit Information Ombudsman, made a very enticing presentation to delegates in Dublin! We shall have more information for you in future E-Bulletins.
INFO 2011
Further forward, we are very pleased to say that the Ombudsman for Banking Services and Investments (OBSI) Canada is looking onto hosting INFO 2011. 
NEW RESOURCES
Unreasonable Complainant Conduct Manual 
Unreasonable behaviour on the part of complainants can make things much more difficult and time-consuming for you and your staff. This manual follows three years of research—among all Parliamentary Ombudsman offices in Australia—into dealing with unreasonable complainant conduct … online version
NEWS  FROM MEMBER SCHEMES
From Médiateur de la  Fédération Française des Sociétés d'Assurances  
(Francis Frizon, Médiateur)
A new law will reform the rules applying to consumer credit. Regarding loan insurance—banks and credit societies will no longer be able to impose on borrowers the insurance contract which they sell—the borrower will be free to choose his insurance contract, as long as it gives similar guaranties to the one proposed by the bank. Regarding publicity—if insurance is required to obtain a loan, that condition must be stated clearly on all documents—and when the publicity refers to an insurance, the cost must be stated in euros and on a monthly basis. The new law shall come into force next spring.
From the Financial Services Ombudsman, Ireland (Joe Meade, Ombudsman)
The case studies I launched on 14 July 2009 received much media attention, especially those related to elderly consumers. 
On 16 June 2009, as part of a wide ranging review of government services to provide for €5billion of cutbacks, it has been proposed that the Pensions Ombudsman be merged with my office … more on page 18 of  the Report of the Special Group on Public Service Numbers and Expenditure Programmes., Volume 1.
From the Swiss Banking Ombudsman (Hanspeter Häni), Ombudsman
I have just finished my Annual Report for 2008 and held my annual press conference. The report and press releases are available on my web site. Unfortunately they are only available in German and French at this time. 
From the Financial Arbitrator of the Czech Republic (František Klufa, Financial Arbitrator)
I have recently published our 2008 Annual Report. Here is a web link to it. 
From Arbeiterkammer, Austria (Dr Georg Rathwallner, CEO)
Financial re-organisation companies (Eurareg / Helvetica) 
In good faith, to receive a credit, consumers paid fees to the Viennese company Eurareg GmbH. However, the expected credit was not received—because the company, Eurareg GmbH, provided only a supposed reorganisation of the consumers’ existing debts and retained the consumers’ payments as agent’s commission. The debts were merely transmitted to another company in Switzerland (Mardim AG) which was asked to undertake a reorganisation of them. There is no guarantee of success to agree on payment relief with the existing creditors. In our view, the contracts of the company Eurareg are delusive. If the persons affected up to now had recognised that there would be no payment, they would not have closed the contracts and would have made no payments. The public prosecutor's office of Linz has received similar cases. Swiss companies Helvetica Finanz AG and Symatekfinanz GmbH, as well as the German Planet GmbH, take a similar approach. No credit is given—only a ‘financial reorganisation’ (by the Frigidex AG or Mardim AG) is promised. According to our legal view, consumers who have already made payments can claim back their payments. 
From the Financial Ombudsman Service (FOS) Australia (Colin Neave, Chief Ombudsman)
Our first FOS National Conference was held in Melbourne on 11 and 12 June 2009. There were over 400 participants, including some FOS staff. From the feedback received, we consider the conference to have been a great success. Here is a web site link to the programme and most of the presentations. 
MAKING THE NEWS … 
FINANCIAL SERVICES ISSUES & DEVELOPMENTS
SWITZERLAND
Financial losers send complaints flooding in
Bankers continue to take a battering as the number of complaints about bad advice and mis-sold products pile up, according to the Swiss Banking Ombudsman. The Ombudsman has been nearly overrun with gripes that increased 250 per cent last year from 2007, and will keep coming for another two years. One observer accused professionals of ‘ripping off’ layman investors … full report
POLAND
Calamity hunters prey on Poles
A reporter with Gazeta Wyborcza uncovers the illicit practices of law offices dealing with insurance indemnities. Their agents are said to prey on people who have sustained injuries in accidents, writes the daily. These ‘calamity hunters’ – as the paper calls them – are trained to approach their victims under the pretext of wanting to help win compensation. And while promising to get the highest sum possible, they do their best to decrease the amount by looking for loopholes, and then sign unsatisfactory settlement deals. And finally, to top it off, they charge hefty commission for their services, which may at times amount to half of the acquired compensation … Insurance Ombudsman Krystyna Krawczyk claims that the services of lawyers wouldn’t be so popular if it hadn’t been for the practices of insurance companies that lead clients to believe they are unlikely to get fair insurance money without legal assistance … full report
UNITED KINGDOM
Merricks questions expertise of claims firms
Financial ‘ambulance chasers’ are getting a free ride on the back of consumers and the industry and swamping the complaints service, the financial ombudsman has suggested. Last month's annual report of the Financial Ombudsman Service revealed that more than a quarter of the record 127,471 complaints it handled last year were from claims management companies, a rise of 40% on the previous year. Walter Merricks, about to step down after 10 years as Chief Ombudsman, told The Herald: "Consumers are giving up a slice of compensation in return for having been contacted … Quite a lot of the time it is not in return for a great deal of expertise"... full report

Banks could be forced to publish complaints
Banks could be forced to admit to the number of complaints received from customers under proposals from the City watchdog. The Financial Services Authority (FSA) wants to name and shame firms that have frustrated customers by publishing lists on the most complained about products every six months in a move to increase transparency. It said consumers should also be able to find out how many complaints a firm has opened and closed, the number that were resolved within eight weeks and the percentage of complaints that were upheld. Banks and building societies will have to provide the data every six months, which will be collated and published by the FSA. The FSA will not require firms to publish the details of complaints that have been resolved the following day. The proposals were mentioned in a white paper on banking reform, released yesterday, which also included demands for banks to handle consumer complaints more effectively before they reach the Financial Ombudsman Service (FOS) ... full report
NEW ZEALAND
Loan trap for rental vendors
Be warned. Investors with a rental property they want to sell should check how much the bank lender wants repaid. Banking Ombudsman Liz Brown said her office was receiving some complaints about the behaviour of the banks to repayment of loans on rental properties that investors had decided to sell. The complaints were usually from people who had lost their jobs or were going through hard times and felt the banks were treating them unfairly. "The sorts of thing I'm getting for example are people ... who decide to sell an investment property, think they are only going to have to pay back the loan they took out to buy that property but then find the bank wants them to reduce all their lending." … full report
SOUTH AFRICA
Global Ombudsman told of Impact Of SA’s FAIS Ombud
Charles Pillai, the Pretoria-based FAIS Ombud, told delegates attending the Annual Conference of the International Network of Financial Services Ombudsman Schemes in Dublin, Ireland, this week that his determinations were deemed to be judgments of the court. “Just like judgments of a court record the names of the parties to the dispute, we have to do likewise. The fact that determinations are published, with the names of the parties involved, means that they are reported on in the financial and other media. “ … full report
NETHERLANDS
AEGON reaches final agreement to reduce charges on unit-linked insurance policies 
AEGON has reached a final agreement with Stichting Verliespolis and Stichting Woekerpolis Claim to reduce charges for customers of its unit-linked insurance policies in the Netherlands. The agreement is part of industry-wide efforts in the Netherlands to address concerns over charges related to unit-linked insurance products … The final agreement is the result of several months of negotiations between AEGON and organizations in the Netherlands representing the interests of customers. These organizations will be involved in supervising the implementation of the agreement. "We are pleased to have reached a good agreement for our customers", said Marco Keim, member of AEGON's Management Board. "The Dutch Financial Service Ombudsman has examined the AEGON agreement and confirmed that it is fully in line with his Recommendation and consistent with prior agreements of other insurance companies". … 
full report
CYPRUS
Resolving financial disputes for €20 
Financial disputes could be solved for as little as €20 if parliament goes ahead and tables a bill this September for the creation of a Financial Ombudsman, as discussed by the House Legal Affairs Committee yesterday … full report 
IRELAND
Regulator probes home loan lenders on fixed-rate penalty fees
The Financial Regulator is to go into the offices of mortgage lenders to ensure they are charging the correct breakage fees to borrowers who want to come out of fixed-rate mortgages ... Confirmation of the regulator's probe of lenders' books comes weeks after the Financial Services Ombudsman found in favour of a financial institution which quoted a couple €44,000 in fees to change from a fixed to a variable rate mortgage. Ombudsman Joe Meade said his office was now investigating 150 complaints, covering all mortgage lenders, and each case would be investigated individually ... full report
PREVIOUS ISSUES
All issues of the Members E-Bulletin are available to Members in the Ombudsman section 
of the website. You will need to log in.
CONTRIBUTIONS
If you have some news from your scheme, or you come across an article you think other 
Members would find interesting, you can send it to the Secretariat at any time: 
secretariat@networkfso.org
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