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’&autmau—xﬂe LECTRIRENT-,

o FMik.1999F 4 DFOSHBNRIIFEFTREMBICEY. #HOA L IXTUELY
YRR ISR L . FARZE The ombudsman network IZ MR L. R ik E4aTL =,

« —75. 2000 EEE Y —E X 15% (the Financial Services and Markets Act 2000)
MHEITESNT=2001F4 A L&, FOSIL. s&H|BEEEE (full statutory powers under the
Financial Services and Markets Act 2000) Z£E5 A — LD . ST 22 FH—E R
LEEAIOLAHND . BAE CEANDEES 2T LIZELIZELY,

* FOSIZK2ERADRHIE (L. (1)2000F K EEFH—E XIGFAICE DUV, FSA
(Financial Services Authority) | & 232 4| 4% ££5 X F— L. (compulsory
jurisdiction) ELNVSAIEZEAELDDL. (2) LIEIMNSDE AR - b —E X%
EGIESME) LEDAENMESE 2R—XELE-ELOIREEERRES
LHEHEMAFT—LELTOEHBHFINTEREWS, ZD20AEEF D,

© #.FOSTE—MHEELLI-ERICIE, (1) EMOFARAEEZINRAIIEMERSE
DIIGITIHT, MAEDREECEKWEREEL., HEEDEEEZFET NS THOHE
WSEE, (2) SREBEEICIEHINZSRMELN, BEOSRMEECEREENT
J:L)*E%Eﬁtd)&bfﬁxﬁté#’béﬁfﬁb\ﬁ)U R EESESNEMERETOT
=) b rglzbé'—a EC LD RE—Ly \TIERAEBADMNAZLL ED L
P d‘..‘f—&)o)’ﬁx)] *Tkiﬁxb\,lé\% EDLBDERMAFEL T,

© BIDHIC RRRETONELNG, TLEE-ASRER | OEMAEREL DT R
IS HREE. MEDBRETRE L, BHALAYEH=50I=(E., B— D
ThHodCENBH. ELS LB DHMA . L, ﬁT‘L’CL\f—tL\z_JZDO

A DFOSMDAnnual Report (1999-2000) [ZEEt> - BB

We aim to:

e provide consumers with a free one-stop service for
dealing with disputes about financial services

* resolve disputes quickly and with minimum formality

» offer user-friendly information as well as adjudication;
and promote avoidance of disputes as well as their
resolution

* take decisions which are consistent, fair and reasonable
* be cost-effective and efficient; be seen as good value
* be accessible to disadvantaged and vulnerable people

* be forward-looking, adaptable and flexible, making
effective use of new technology

* be trusted and respected by consumers, the industry and
other interested parties
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EEIZHITAFOSHIER AL (F2 =)

1999F DFOSD MMM B, H/\—9F BT 7I&L. (1)insurance, (2)

investment, (3) banking and loans M =2 T o71=,

200054 B LARTICIE . BED R F— LB GEFEL TV,

200154 A DFOSD BFI A F—LELTHOHRERFIZIL. $510,000 DEEH
FOSIZS ML TL =,

2004 F HHDEFF R T, FSAN B EEZF-GL00DE/ Y —EXREKEM,
FEEDRF—LELTFOSIZSMLTLM =,

20044108 XKIZ. 4,000 M Mortgage brokershY. FSA-FOSIZ &2 T BEiE(
B1TL1=,

2004410 A Z[Z. National Savings and Investments (NS&I)AY, EE D A F¥—
LsELTFOSIZS AL . 2005459 A IZIXFSA-FOSIZ K B8 EEE(ZF1T L 1=,
Insurance intermediariesld, 200551 8 [Z FSA-FOSD &l E 8 (21T 1=,
ZMD2005F DEEFET. FOSSMEZ#IF 25,000 [T:ZEL . 2006 FHIZ(F
30,000 Z#B A 1=,

200754 A . FSA-FOSM 32 B # T I=85>7-banks and building societies A5}
D consumer creditldX. FNETODTIDEEZFEE/L . FSAIRGI BEIZFZITL

1=,
CHIZKY . 2007-20084F EIZ[E. consumer credit licences 2D EH DX
FHH, FOSIZS ML TLV =,

20094E (2. money-transfer operators £L,FOSIZS 0L 1=,
2013-2014%4EBF p5 Tl $3980,000 D EAEMFOSIZS ML TLVS,

1-2. FOS & FSA(FCA)

Relations with the FSA(FCA)
Whilst there are close links between FOS and the
FSA(FCA), FOS are to operate independently.

FSA(FCA) appoints FOS’s board and makes most of the
rules under which FOS operates.

FOS must seek approval from the FSA(FCA) for FOS'’s
budget.

On the other hand, both the board and the ombudsmen
are required to be appointed on terms that secure their
independence and to publish annual reports on FOS’s
work.

FOS has agreed a memorandum of understanding with
the FSA(FCA) covering how these matters should work in
practice.

In April 2000, for the first time, the FSA approved FOS'’s
budget for 2000-2001 in the sum of £22.7 million.
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ZEFSAIL . SIB(The Securities and Investments Board Ltd) D#EREZ 5| ZHE | F7{E)
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2-1.0F = EEER

1999-2000 2005-2006 2013-2014
)
IBHIE T (FOS) (FOS)

FOSD X R &L HE RS - - #926,000 #980,000
R —EREEH

FOSHE 3£ & 1Kl - #91,0004 3,526%
TFoaTAr—3—DH 5504 #91,9004
FITXTUDH - 3044 2344
FHREEEHE((Y) #930.5 /14 67351 235. 7/
;;ixal,rﬂxbu:(fem: #92.5 54 11375 #% 51.275 1%

(*)

RSNz — R DHEE(*) 92254 11.975 51.95 %
(7!:)*/7‘;(‘7*/75“ BEL-#% 94,2604 9,20344 31,0294
BY Efonf-r—Xth + - 8% 6%
VIRIUNBE LR

(*) Complaints prior to April 2000 were handled by the separate complaints-handling schemes, before
they came together as the single ombudsman service. The former separate schemes used different
methods of recording statistics, so these figures are necessarily estimated.

=
A
1%

2-2.2005-2006%

- FRIOFRBEEHEIT7HE,
« ZMOMN. 1,000 AMAHIDFOSHERY EIF A —XIXER11.3F %,

© ENLDT—ADIE, AL TARDECAHETITSHIDERFET
EE% 17D Adjudicator: %EE(SSO%)#‘LIET%)’T }(7f)\92%o

o PoaTA—3—— AHEYDOERMEIREEIL. 2004,

¢ 30ANDAUITRIUNEHEBEELERICFEMNAREIEITSN
=M 139,200 T, ¥— A &AM 8%,

o FLITRXT—AHT=YDERBIFREEIL., 3074,

- FOSE—OIZE-TH, £ (1)f£a®ﬁ.:.ﬂ’]@’fﬁ%ﬁ¢,kx
F-LELTOFUITARVI AT LE, (2) RED AEMHEE
T53ATARENS  2DDEHKN Mbb#’b’CL\%

. nb\itﬁ niE. ERDHIEERIZBNTIE. 72 A —R—
A T RN R BB T I
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— el

2-3.2013-2014F &

- FRIOFHABEEHEITI236H 4,
« ZDNA. 3,500 NMAFIDFOSHERY EIF=-FMDr—RITEMS51.25 4,
« ZMOA.PPUZETHEDHN78%EF L. BIEELL6%IEDI0FEIZELT-,

. DIT—REEDS5E AV TATUDECAETAHTINDBBETEE:
?ﬁfgﬁAdJudlcator %Eja(%ﬁlgoo%)b(LIETé7 xtiﬁl9]4%5: =

o ToATA—A——RHY., Ef20080 5 —RERYFK-TLNS,

« AdjudicatorlZDUWNTIXRIEEIZ1,0008 %I IL—kLI=CET.FOSDOANE
SR [ B2 R R LG o

o BEBIELTUATATA—EBERDEOIZ.AIEELY. TOUNSD
Queen Margaret University [Z, B L—=249 705 S L %K LT,

o FUTRXIUNE, BIEEDIS6 AN D238 ANEEMLT=,

o 2MANDAVTAIUNEEBESL. ERICFEMPEN/SETIN-DIX
3FIFHET. T—RAEERD6%IBELN,

o« FUITRXTo— AHT=YDEMBFREFIL. 1324,

o LEECHRLI=S1LIBHEDSE ., PPIEAEDND3IOAHEKRL12.9F 2D
TIX. 3B LURAIZEREFR TNVS,

© 20112012 FE L&, KI&EIC ié}]l]L,T:PPWI/—AMfEO)z‘:&NZ\
AdjudicatoréA VT XIUNREL . MO ZLDEF=NT M TS,

11

3. AR S B4
March) (including email)

1999-2000(*) 175,000 130,094 305,094
2000-2001 259,848 154,874 414,722
2001-2002 242,168 146,071 388,239
2002-2003 265,554 196,786 462,340
2003-2004 291,892 256,446 548,338
2004-2005 328,999 285,149 614,148
2005-2006 359,131 313,842 672,973
2006-2007 341,455 286,359 627,814
2007-2008 425,942 368,706 794,648
2008-2009 399,918 389,959 789,877
2009-2010 448,140 476,955 925,095
2010-2011 461,613 550,758 1,012,371
2011-2012 673,999 594,799 1,268,798
2012-2013 1,067,607 1093832 2,161,439
2013-2014 1,150,002 1,207,372 2,357,374

12
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3. B EHEHE(TST)

initial enquiries and complaints from consumers

2,500,000
2,000,000
1,500,000

mE@mLLEEE

(including email)

1,000,000 mEBFEICLMEE

500,000
0 l

(*) Complaints prior to April 2000 were handled by the separate complaints-handling schemes, before they
came together as the single ombudsman service. The former separate schemes used different methods of

recording statistics, so these figures are necessarily estimated. 13

Baal~kHBEEDRNEHAER

what consumers phoned FOS's helpline about: _

payment protection insurance (PPI) 33%
loans and credit 9%
car and motorbike insurance 6%
current accounts 6%
general insurance* 4%
credit cards 3%
household insurance 3%
mortgages 3%
other banking services 3%
mortgage endowments 1%
other financial products 5%
other problems and concerns** 24%
* including travel insurance, mobile phone cover, warranties and home emergency cover 100%
14
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il

2013-2014

what consumers phoned FOS's helpline about:

H payment protection insurance (PPI)

M loans and credit

/

M car and motorbike insurance
M current accounts

M general insurance*

M credit cards

M household insurance

M mortgages

I other banking services

M mortgage endowments

M other financial products

1] other problems and concerns

* including travel insurance, mobile phone cover, warranties and home emergency cover

4R —X

42

S ia I LABEEDRARRNER(T S7)
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41 B — RELE A/ AR S

1
FE (‘I\,/Taa:cf\r)‘ded 3 number of resolved cases

1999-2000(*) 25,000 22,100
2000-2001 31,347 28,400
2001-2002 43,330 39,194
2002-2003 62,170 56,459
2003-2004 97,901 76,704
2004-2005 110,963 90,908
2005-2006 112,923 119,432
2006-2007 94,392 111,673
2007-2008 123,089 99,699
2008-2009 127,471 113,949
2009-2010 163,012 166,321
2010-2011 206,121 164,899
2011-2012 264,375 222,333
2012-2013 508,881 223,229
2013-2014 512,167 518,778

2014-2015 (budget) 270,000

17

4-1FR T — A E T H R/ RGBT 57)

number of new cases/ cases resolved
600,000 i%%ﬁsi

AEK%

500,000

400,000

300,000

200,000

100,000

S & & & & & & §® > L ¥ P ¥ P >
S o o o o > o ~ o~ o o o & o W 5
R N S AN NS A M A N S A S A A AN
qu v v v v v v Vv v v v v v v v 6\‘,”
»""m
Q
v
B number of new cases B number of resolved cases 18
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42 fEOLEHHP. 7T —RELTRMETFO N LS

A, FRT—XELT

E (yearended | ¥TRRI&HEHH
31 March)

B _EFohi-4#

1999-2000(*) 305,094 25,000 8.2%
2000-2001 414,722 31,347 7.6%
2001-2002 388,239 43,330 11.2%
2002-2003 462,340 62,170 13.4%
2003-2004 548,338 97,901 17.9%
2004-2005 614,148 110,963 18.1%
2005-2006 672,973 112,923 16.8%
2006-2007 627,814 94,392 15.0%
2007-2008 794,648 123,089 15.5%
2008-2009 789,877 127,471 16.1%
2009-2010 925,095 163,012 17.6%
2010-2011 1,012,371 206,121 20.4%
2011-2012 1,268,798 264,375 20.8%
2012-2013 2,161,439 508,881 23.5%
2013-2014 2,357,374 512,167 21.7%

19

4-2 [E & H BT

Y EIfonf-Ltb3

A, 7—AELTEY

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%
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4-3. new cases by area of complaint

2009- 2010- 2011- 2012- 2013-
2010 2011 2012 2013 2014
banking and credit 71,700 65,063 64,234 77,176 65,077
investments and pensions
(excluding mortgage 16,878 12,435 11,595 15,177 12,365
endowments)
mortgage endowments 5,400 3,048 3,267 4,657 3,573
insurance (excluding PPI) 19,838 20,978 27,563 33,172 31,213
payment protection 49,196 104,597 157,716 378,699 399,939
insurance (PPI)
new cases in total 163,012 206,121 264,375 508,881 512,167

21

4-3. new cases by area of complaint

600,000

500,000

400,000

300,000

200,000

100,000

o

2009-2010 2010-2011

2011-2012

2012-2013

45

2013-2014

H payment protection
insurance (PPI)

M insurance (excluding

PPI)

1 mortgage endowments

M investments and
pensions (excluding
mortgage endowments)

M banking and credit

22



4-3-1. new cases by area of complaint

\

(2013-2014)

M insurance (excluding PPI)

 investments and pensions
(excluding mortgage endowments)

B mortgage endowments

M payment protection insurance (PPI)

23

4-4. PPl, ME and other new cases
-

mortgage
endowments
(ME)

new cases
other than
PPT,ME

new case
total

% of PPI
% of ME
% of PPI&ME

% of new
cases other
than PPT,ME

49,196

5,400

108,416

163,012

30.2%
3.3%
33.5%

66.5%

104,597

3,048

98,476

206,121

50.7%
1.5%
52.2%

47.8%

46

157,716

3,267

103,392

264,375

59.7%
1.2%
60.9%

39.1%

378,699

4,657

125,525

508,881

74.4%
0.9%
75.3%

24.7%

399,939

3,573

108,655

512,167

78.1%
0.7%
78.8%

21.2%

24



4-5. new cases by financial product

(2013-2014)

payment protection insurance (PPI)

78.1%

complaints about all other financial products * 21.9%

total

100.0%

*new cases involving financial products

other than PPI

banking and credit 13%

Insurance (excluding PPI)
investments and pensions

*Next Page Details(4-5-1)

25

4-5-1. * new cases involving financial products
other than PPI

47

M current accounts

W mortgages

M credit cards

m consumer-credit products and services

W motor insurance

M unsecured loans

M pensions

M buildings insurance

M mortgage endowments

M savings accounts

W term assurance

[ travel insurance

m whole-of-life policies and savings
endowments

[ contents insurance
“with-profits” and
unit-linked bonds

m other products

26



5. PPl & ME
RERLE-RH-BEIQ

“Mis-selling” Z&

\O

BN

i

5. 2000ZEFOSRIER LIE ., xb Z<MEIFoNI-IEH

The most complained-about financial products since FOS were set up

payment protection insurance (PPl) 46%

mortgage endowments 13%

bank and credit card charges 2%

other 39%
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5-1. payment protection insurance (PPI)

PPI-FEO—2PA—RO—REDEBDREMERIR FEO—2 D5
&P UAIRNER T SE ML EHTFELESND,
SEERIM DA FOT, ZLDGFEEENDKFRITICE>T, R
Eiﬁbf%")ﬁ(jﬂ'i T:rfkiﬁ'ﬁgﬁi'ﬁ,ﬁﬂ'%EJ;J“Mgselling”w g
=,

MADNTIET VB EDZINNEAT o= EDERFHM
RUBALEC. TORINTh. BRTNEFTO ST DU EA S,
20004 LIRRER 5| MERZE L75Y | 2008 FE D) —< > ay Ik LERFEA RIS
1=, 1990F KM 520104 (2AMF T, 4,500 # 12 L HPPIAERTES N F=&E
N, TOERNEEHETIL440ER U (7.5KAEE) ICEo>fLEn b,

) —< 2397 1%0)2008-2009F D EBE TH. 7545, 2,00073-3,0005 4 DR
RBANFEL TNV ESNHDN, ZOHFHBIF. RACKADLETITFEYD
(Fonf-&Ehsd,

201010 B 12K ERITIHREAFSAICHR L TR LI EREA IS K T 5 E & F
FTDFIRMNHT-201154 A LARE | $R1T(E, BFE o= HIB (XL TI160
BARUE (2.7KAEL) DBREZFTo/-ESNIM, NWEERE[LEF LES
ND. BH. COHREAELT, REEMEBHBBERN MTHON =, (1-3)
2013510 A [Z(X, FOSD PPIRS&E ) BER 4R - 4 AV 10075 - & ZRBE L 1=,
LR, FIRLIRED | PPICHE AT S E BT D &Y B L L et G 77§t & RBRL
T HR/IAZHFESTDEFIRTYTHEICEHT HREICDNTE, 201355
AL, 1208 RV F QEAEY) AREShTI-EEND,
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5-1-1. PPl complaints FOS received about
(2013-2014)

%

banks 87%
Insurance intermediaries 5%
building societies 4%
general insurers 2%
other 2%
total 100%

(399,939)

30
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5-2. mortgage endowment (ME)

ERMBEEREAN., B T3 HhbEFEN—REVNNIZEDOMBEINEERMEEICIRE .
SHE T, (20-25FZDEEAETIZ, (HI=HNBHEEFIEYTHLINDKSD) IRETAMN
BEREL. TN ZRFILKRICEETESDT) BYFIEEFEBADOIILVDHETAIE
&< ;ﬁﬁﬁl:@o’(%ﬁ%D—Dﬂ)fﬂk’éi@iﬁ?’é%?b“?‘;p\&b\5~ LN (X EERREY
G, A=V EEREOHMETOARERTEZ. RPICE>TITIROMRIZITo=1D,
LA, FOSIZ&BERBAD IR #%,

Some endowment policies taken out with mortgages in the 1980s and 1990s

are not expected to pay out the amounts originally estimated.

Your endowment company should have sent you a “re-projection letter” —

telling you whether your endowment policy is on track to pay off your

mortgage loan.

If you get a letter warning you that there may be a “shortfall” (meaning that

your endowment policy may not grow enough to pay off your loan at the end

of your mortgage) don’t cash in your policy, or stop your monthly payments,
without taking advice.

There are a number of ways you can deal with the predicted “shortfall”. Look
at the information published on the Money Advice Service’s website at

www.moneyadviceservice.org.uk — or phone 0300 500 5000. They can explain
how to decide if you need to take action —and what action you can take.

5-2.What can | do about a mortgage
endowment shortfall?

There are over 10 million endowment policies linked to mortgages in
the UK. An endowment mortgage combines an interest-only mortgage
and an investment (the endowment policy). Throughout the term of
the mortgage (usually 20 or 25 years) interest is paid on the amount
borrowed to your mortgage lender and a monthly premium is paid on
your endowment policy. The endowment premiums are invested with
the intention that the endowment produces enough capital at the end
of the term to pay off the mortgage. If your endowment policy won't
reach this target you will have a shortfall and will need to pay part of
the capital owed on your mortgage another way.

Many people were mis-sold endowment policies because the policy
was not suitable for them. There are many reasons why an endowment
policy may not have been right for you. Broadly speaking, if you were
not informed of the risks associated with using an investment product
to repay your mortgage and you have lost out financially as a result,
you may have grounds for complaint. It is important that you complain
because you may be entitled to compensation.
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5-3. Complaints related to ME and PPI

new cases mortgage PPI complaints complaints
endowment other than ME,
total complaints (ME) PPT
2000-2001 31,347 9,067 22,280
2001-2002 43,330 14,595 28,735
2002-2003 62,170 13,570 48,600
2003-2004 97,901 51,917 45,984
2004-2005 110,963 69,737 41,226
2005-2006 112,923 69,149 43,774
2006-2007 94,392 46,134 1,832 46,426
2007-2008 123,089 13,778 10,652 98,659
2008-2009 127,471 5,798 31,066 90,607
2009-2010 163,012 5,400 49,196 108,416
2010-2011 206,121 3,048 104,597 98,476
2011-2012 264,375 3,267 157,716 103,392
2012-2013 508,881 4,657 378,699 125,525
2013-2014 512,167 3,573 399,939 108,655
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5-3. Complaints related to ME and PPI

600,000

500,000

400,000

300,000

M PPl complaints

200,000

m mortgage endowment

complaints
100,000
- I B complaints other than
ME, PPT
O 4
> g o Q >
F & & § & & & ¢ & & @ @ ¥
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5-4. How PPl complaints were brought to FOS

(2013-2014)

commercial claims-management companies 72.0%
complaints made by consumers themselves 24.5%
complaints made on behalf of consumers by friends and family 2.0%
complaints made on behalf of consumers by professionals 1.0%
(e.g. lawyers and accountants) P
complaints made on behalf of consumers by free consumer advice

: : . : 0.5%
agencies (e.g. Trading Standards and Citizens Advice)
total 100.0%

5-5. How complaints other than PPl were brought to FOS

(2013-2014)

complaints made by consumers themselves 76.5%
complaints made on behalf of consumers by commercial claims- 8.5%
management companies e
complaints made on behalf of consumers by friends and family 7.0%
complaints made by smaller businesses 3.5%
complaints made on behalf of consumers by free consumer advice

: . s . 3.0%
agencies (e.g. Trading Standards and Citizens Advice)
complaints made on behalf of consumers by professionals (e.g. lawyers 1.5%
and accountants) —dd
total 100.0%

52



5-6. PPI cases awaiting resolution
at 31 March 2014

PPI cases awaiting resolution m

waiting for less than six months 32%
between six months and a year 33%
between a year and two years 31%
over two years 4%

37

6.complaints from smaller businesses*
(2013-2014)

complaints from smaller businesses 2013-2014

banking complaints 71%
insurance complaints (excluding PPI) 18%
investment complaints 7%
payment protection insurance (PPI) 4%

(*) Complaints made by “micro-enterprises”
—a European Union term describing smaller
businesses with annual turnovers of up to two
million euros and fewer than ten employees.

38
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7. cases FOS resolved & involvement of
ombudsman

FSAICKAMERRREA D TAITODEES

39

7-1. proportion of cases appealed to an ombudsman for a final

decision in total number of cases FOS resolved
FSAICKBpEfRiREATAIUDES

cases resolved
total number  informally

cases appealed

of cases FOS (generally SEDEAUELL toan
. . FOS ombudsman for (B)/(A)
resolved involving ... . ..
e adjudicator(s) a final decision
(A) guided (8)
mediation”)
2000-2001 28,400 11,360 12,780 4,260 15.0%
2001-2002 39,194 17,673 15,678 5,843 14.9%
2002-2003 56,459 22,312 27,857 6290 11.1%
2003-2004 76,704 32,136 38,263 6,305 8.2%
2004-2005 90,908 50,004 34,434 6,470 7.1%
2005-2006 119,432 110,229 9,203 7.7%
2006-2007 111,673 104,831 6,842 6.1%
2007-2008 99,699 91,739 7,960 8.0%
2008-2009 113,949 105,275 8,674 7.6%
2009-2010 166,321 155,591 10,730 6.5%
2010-2011 164,899 147,434 17,465 10.6%
2011-2012 222,333 201,793 20,540 9.2%
2012-2013 223,229 198,897 24,332 10.9%
2013-2014 518,778 487,749 31,029 6.0%

40
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7-1.total number of cases FOS resolved

600,000
M cases appealed to an
ombudsman for a final
500,000 .
decision (B)
400,000
I cases settled by FOS
300,000 . . . .
adjudicator(s) - including
cases resolved by “guided
] ”
200,000 mediation” from 2005-
2006
100,000 m cases resolved informally
I (generally involving
. i “guided mediation”)
A\ > 2 > ] $» o \ N O Q N "2 > \
PO O S T S S o
ngﬁ« ,90 ,190 ,LQQ ,&e '»00 q/OQ WQQ ,90 ,90 @Q ,»Q'\, q,Q\' ,‘9'\, ’19\'
%
41
7-1. proportion of cases appealed to an ombudsman for a
final decision in total number of cases FOS resolved
16.0%
14.0% ‘
12.0% \
10.0% \ AVA
8.0% \ / \
4.0%
2.0%
0.0% T T T T
A\ > v 3 ) H o Q\ 3 Y S > "2 > g
N S A N G N S G
i S R T S T R
42

55



8.how ombudsmen told businesses to
put things right ZLED AR

how ombudsmen told businesses to put things right

redress up to £1,000 19.5%

£25,001 to £75,000 2.5%

more than £150,000* 0.5%

* The ombudsman can tell a business to pay compensation of up to £150,000 (£100,000 for
complaints we received before 1 January 2012) — and can recommend that the business pay
compensation in excess of this amount.

9.the time it took FOS to resolve cases

fRRETITH D o= HiM

2012-2013 2013-2014
2010-2011 | 2011-2012 | 2012-2013 | excluding | 2013-2014 | excluding
all cases all cases all cases PPI all cases PPI
complaints laints
resolved
within 3 41% 28% 30% 43% 25% 44%
months
resolved
within 6 70% 66% 58% 73% 48% 71%
months
resolved
within 9 81% 82% 72% 84% 67% 84%
months
resolved
within 12 87% 86% 81% 89% 78% 90%
months
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10.FOS unit cost (£)

(year ended 31 March

1999-2000(*) £730
2000-2001 £753
2001-2002 £684
2002-2003 £518
2003-2004 £473
2004-2005 £496
2005-2006 £433
2006-2007 £484
2007-2008 £529
2008-2009 £508
2009-2010 £555
2010-2011 £639
2011-2012 £484
2012-2013 £720
2013-2014 £430

45

10. FOS unit cost (£)
(year ended 31 March)

800

700 -

600 -

500 +

400 -

300 +

200 +

100 4
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11. summary of FOS income and expenditure

year ended 31 year ended 31 year ended 31

March 2014 March 2013 March 2012
£ million £ million £ million

income

annual levy 25.7 20.8 23.6

special levy - - 25.0

group fees 197.2 - -

case fees 82.9 102.6 102.8

supplementary case fees 30.1 27.1 —

other income 0.6 0.5 0.5

bad debt costs - -1.0 -0.4

total income 336.5 150 151.5

expenditure

staff-related costs 188.2 126.2 83.4

other costs 28.4 30.2 21.1

financing charges = = =

depreciation 6.4 4.4 2.2

total expenditure 223.0 160.8 106.7

surplus/(deficit) 113.5 -10.8 44.8

47

job family number of staff range of salary earned
executive 8 £118,507 to £200,000
ombudsmen 209 £49,046 to £114,440
heads of department and 83 £49,163 to £123,300
senior managers
managers 340 £26,000 to £72,000
adjudicators 1,963 £22,000 to £58,985
helpline staff 108 £22,000 to £35,064
casework administration 397 £17,600 to £53,980
staff
support staff (including
finance, IT, facilities, 252 £21,757 to £82,820
communications and HR)

number of non-executive

) fees paid
directors P
non-executive directors on
6 £24,500 to £74,970
the board
as at 30 September 2014
http://www.financial-ombudsman.org.uk/about/pay-scales.htm 48
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