Financial Ombudsman Service – extracts from research/FoIs by Mr Jim Shannon MP (DUP)
From: "XXXXXXXXXXXXXXXX" <XXXXX.XXXXX@financial-ombudsman.org.uk>
To: "jim.shannon1@btopenworld.com" <jim.shannon1@btopenworld.com>
Sent: Thursday, 29 March 2018, 16:58
Subject: response to your query
Dear Mr Shannon
Thank you for your question about our handling of complaints brought to us by micro-enterprises. We
understand that this is an area that you are particularly interested in and we share your appreciation
of the importance of this area. We also understand that you are looking for further information to
inform your response to the Financial Conduct Authority’s consultation CP 18/3, which includes
proposals to introduce a new category of eligible complainants ‘small businesses’, that will join microenterprises in being able to bring complaints to the ombudsman service. While the decision over
whether to introduce the new category of eligible complainants is for the FCA, we are of course happy
to help you in your considerations.
In each of the last two financial years, we have received between 4000 and 5000 complaints from
micro-enterprises (and in addition we also consider complaints from sole traders which may be
categorised as individual complaints). As you might imagine, these vary considerably in the
complexity of the issues involved. Many of them will be very similar to the kinds of complaints that we
receive from individual consumers. In 2016/17, just under 30% of new complaints from microenterprises were about issues with their current accounts, many of which would not be more complex
than complaints that individuals bring to us.
Of course, there are complaints about financial businesses that are brought to us by microenterprises that are amongst the most complex cases that we consider here at the
ombudsman service, such as those about SWAPs (although it should be noted that the
number of SWAPs cases has been declining in recent years). At present we have seven
adjudicators and 12 ombudsman who generally look at these cases – although there are
others who are also able to look at these complaints if it were required. As a demand-led
organisation we keep the level of resource that we need under review and work flexibly to resolve
complaints with the minimum formality. Our ombudsmen are our most senior and experienced
decision makers and you will be able to speak to some of them when you visit the service.
The FCA’s consultation paper contains proposals for us to look at complaints from small businesses
about actions or failures to act occurring on or after 1 December 2018. The FCA estimates that this
will involve around an additional 370-1,255 complaints per year. While the decision is for the FCA, we
are planning for this to be implemented and are putting arrangements in place to handle these cases.
We are keen to work with key stakeholders to discuss our approach and will keep the resource and
expertise required under review – so we would welcome the views of you and your colleagues on
your upcoming visit to the ombudsman service.
If you are able to let us know the full list of who you would like to join you in visiting the service and
what they would like to cover then we can look at what is possible and send an agenda over for you to
consider. You will of course understand that it wouldn’t be appropriate for us, as an independent
body, to discuss the details of individual complaints with you or your colleagues on your visit.
Yours sincerely
XXXXXXXXXXXXX
XXXXXXXXXXXXXXXXXXXXXXXXX | 020 XXX XXXX
Financial Ombudsman Service | Exchange Tower London E14 9SR
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