o

Bringing information into the public domain sensibly, clearly and with all necessary caveats
fully explained, can have a major preventative effect.

o

Information about complaint performance is one relevant factor that consumers may wish
to take into account in making a purchasing decision and there is no legitimate justification
for withholding it as a matter of principle.

o

The arguments against any publication at all are not convincing. The reputational risk of
being perceived to be withholding data would exceed any danger of possible
misinterpretation in the short-term.

1.6

Additionally, in February 2008 the National Consumer Council (NCC) published ‘Lessons from
ombudsmania’ – a paper on the future direction of ombudsmen schemes in consumer markets.
The NCC paper [www.ncc.org.uk/nccpdf/poldocs/NCC198ft_ombudsmania.pdf] encouraged
ombudsmen to publish details of complaints upheld, in order to use the influence of business
reputation on consumer choice to change market practices.

Financial Services Authority (FSA) proposals

1.7

Those financial businesses which are FSA-regulated firms are required to send to the FSA, twice
a year, information about the number and outcome of complaints they have received – as
detailed in DISP 1.10 [http://fsahandbook.info/FSA/html/handbook/DISP/1/10], the complaintsreporting rules in the FSA handbook.

1.8

An FSA discussion paper [www.fsa.gov.uk/pubs/discussion/dp08_03.pdf] proposes that in
future the FSA should publish some of that complaint data. The discussion paper says:
o

The data would be published and updated on a six-monthly basis (January to June, and
July to December).

o

The FSA might publish data for about 125 firms (covering about 95% of reported
complaints) or data for about 400 firms (covering about 99% of reported complaints).

o

The data might be published as a table in the following format, with the facility for the
data to be sorted by any of the columns:
Part of group
(name)

No. complaints
received by firm

Within 4 weeks

4 to 8 weeks

Over 8 weeks

% of complaints
upheld by firm

£ redress paid
by firm

Sort T S

Sort T S

Sort T S

Sort T S

Sort T S

Sort T S

Sort T S

Sort T S

Firm A

Group 1

Firm B

Group 2

Firm

Percentage of complaints dealt with by firm
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