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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

	
INFO 2009: FINANCIAL SERVICES OMBUDSMEN – NEVER MORE NEEDED
DUBLIN, IRELAND (24 – 26 June 2009)

The full INFO 2009 programme is now available on INFO 2009 website. And, on this St Patrick’s Day, we remind you that the early registration discount closes on 20 March 2009.
WEBSITE RESOURCES – LANGUAGES OTHER THAN ENGLISH

Over time, we hope to build up a library of documents in a range of languages other than English. As a start, Swiss Insurance and Banking Ombudsman, Lili Nabholz, has provided a document on the revision of the Swiss Insurance Contract Act in French. If you have an article to contribute to this section, please email it to the Secretariat.
MEMBER REQUEST FOR YOUR ASSISTANCE

The Banking Ombudsman Italy (Dr Corrado Conti), is looking to launch a discussion on the experiences of different Members with regard to the adoption—in your systems—of contractual clauses concerning the submission of dispute settlement to alternative dispute resolution (ADR). In particular, he is seeking your responses to the following: 

1. Are there any measures in your country (e.g. laws or regulations, contractual clauses, membership in an association etc.) that either oblige or encourage submission of disputes to your scheme? 

2. Please give a concise description of such measures, clearly pointing out whether they result in an obligation or only an encouragement. 
So that all Members can have access to this information, it would be appreciated if you would send your responses via the Secretariat (secretariat@networkfso.org). This means the information can be sent on to Corrado and his team—as well as included on the Network website, in the Ombudsman section, for other Members to use. 
MEMBER NEWS and UPDATES

From the Office of the Czech Financial Arbitrator (Financial Arbitrator, František Klufa)

Our office has recorded a significant rise in the number of petitions received during the year. In 2008, we received a total of 619 petitions. This represents a 67% rise in petitions received compared to 2007, when the Office received 370 petitions. Of this total of 619 petitions, 253 were made in writing, 238 by telephone, 117 via the new www.financniarbitr.cz website in the “Ask the Arbitrator” section and a further 11 petitions were delivered in person. Most common were petitions from consumers relating to contractual conditions, loans, domestic funds transfers, charges, payment cards and their misuse in an ATM or by a retailer, other funds transfers, building savings and mortgages. The average length of proceedings before the Financial Arbitrator was 62 days in 2008. This represents a significant reduction compared to 2007, when the average length of proceedings was 98 days. Of the total number of 619 petitions, 99 were for the commencement of proceedings before the Financial Arbitrator. Of this number, 64 were justified and 35 unjustified … full article
From the Catalan Savings Banks’ Customer Complaints Service (Defensor, José Antonio Somalo)

The purpose of the Customer Complaints Service (Defensor del Cliente in Spanish, literally the ‘Customer Defender’) is to deal with complaints that customers make to Savings Banks. It has applied to Caja de Pensiones para la Vejez y de Ahorros de Cataluña y Baleares since May 1987 and will apply to members of the Federation of Catalan Savings Bank from next July onwards. The service deals with complaints in accordance with regulations laid down by the Federation, which have been accepted by the Bank of Spain’s Complaints Service in accordance with its own regulations … the full article about this Network member is available in English and in Español 
From the Ombudsman of Private Insurance and of Suva, Switzerland (Ombudsman, Lili Nabholz)
The year 2008 was marked by a further increase in the number of inquiries directed to the Ombudsman Office, as well as its branches in Lausanne and Lugano. There has also been a shift in the demand for their services both across the country and within the regions they cover respectively. While the number of requests increased in the German- and Italian-speaking parts of Switzerland, there has been a small decline in the French-speaking part of the country. These fluctuations remained, however, within their usual limits. Altogether, 4434 persons sought the Office’s advice or mediation in 2008, 184 more than in 2007. 521 of the inquiries were outside the Office’s mandate; as in the previous years, most of them fell within the remit of the Ombudsman for Health Insurance … full Annual Report summary in  English and Français
From the Financial and Intermediary Services Ombudsman, South Africa (Ombudsman, Charles Pillai)
On the basis of the FAIS Ombud’s statutorily-decreed humanistic approach to complaints resolution which takes into account fairness and equitability, as opposed to evidential and procedural rules of a Court of Law, the Ombud has refused a large insurance company and the broker leave to appeal his determination … full report
From the Banking Ombudsman South Africa (Ombudsman, Clive Pillay)

A recent case study on costs of R26 753.1 the customer incurred in attorney’s charges for the registration of covering bonds
IN THE NEWS … FINANCIAL SERVICES ISSUES AND DEVELOPMENTS

UK and Europe

UK Insurance Association Supports Regulatory Reform Principles

The Association of British Insurers has published five key principles to help ensure that regulatory reform brings real benefits for consumers, ahead of next week's Turner review into regulation and the G20 London Summit on 2 April … full article
Should the bank pay your mortgage?

More than 50,000 households are paying no interest on their mortgages after last week’s Bank of England rate cut … luckiest of all are the 1,500 Cheltenham & Gloucester borrowers on 1.01% below the Bank’s rate … by rights, lenders should actually be paying interest to borrowers on the best deals. Mortgage expert Ray Boulger is among those demanding the banks cough up, especially as they pocketed fat fees for the deals.

But lenders believe they don’t have to. Boulger advises customers to complain to the Financial Ombudsman Service … full article
Ireland

Financial watchdog requests further resources

The Financial Regulator has asked the Government for more resources for its prudential supervision function, which it has recommended should be split in two under the new central banking commission … the Central Bank and the supervision and regulatory functions of the Financial Regulator would be merged in the new commission … the consumer directorate of the Financial Regulator will merge with the Office of the Financial Services Ombudsman to form a new financial services consumer agency … full article
New Zealand

Ombudsman criticises ANZ advice over ING funds

ANZ advisers have been found wanting in the advice they have given customers around investments in the ING Diversified Yield Fund and Regular Income Fund. The office of the Banking Ombudsman has investigated more than 60 complaints about investments made in these funds and has criticised the advice given … full article
Australia

Held hostage by mortgage exit fees
Interest rates are falling but many borrowers find the cost of switching banks is prohibitive. Concern is growing about the tightening-handcuff exit penalties placed on borrowers who want to refinance home loans … full  article
South Africa

Life ombud to name and shame

The Ombudsman for Long-term Insurance will now name any assurers against which it makes a ruling, Brian Galgut, the Ombudsman, says. Until now, the voluntary dispute-resolution scheme has been governed by a confidentiality clause in its rules. The rules prevented the office from naming both the consumer who brought the complaint and the life assurance company that was the subject of the complaint … full article
Canada

Senior wants compensation for investment losses
… David Agnew, Canada's Ombudsman for Banking and Investment Services, whose staff acts as a dispute-resolution service for investors, said complaints about the "mismatch between a client's objectives and needs, and what ends up in their portfolio" are up substantially. "In the last couple of years our case load has more than doubled… full article
Pakistan

New law in the offing to protect bank consumers’ rights 
The State Bank of Pakistan is planning to introduce ‘Consumer Protection Bill’ soon with an objective to improve banks’ services towards consumers as well as to guarantee their protection in an increasingly market-oriented financial system … full article
India

Ombudsman tells bank customers not to hire

… Banking Ombudsman A Madasamy said banks would henceforth not entertain grievances through lawyers. "An aggrieved person can file a complaint about banks directly or through a representative. Advocates are not required to be engaged for dispute resolution through the banking ombudsman." The decision was made after some lawyers put up posters with claims and assurances that they would solve banking-related problems, including loans and credit card defaults … full article
PREVIOUS ISSUES

All issues of the Members E-Bulletin are available to Members in the Ombudsman section of the website. You’ll need to log in.

CONTRIBUTIONS

If you come 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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