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Our values

What is an
Ombudsman?
An independent, impartial and cost effective
means of resolving disputes outside the courts.
Neither a watchdog nor
a regulator – we are
here to give an
independent and
impartial decision
on a complaint.
We operate under
appropriate legislation
and regulatory authority.
We work with
companies to improve
the service they give to
their customers.
Our governance
ensures that we are
independent.
www.ombudsman-services.org

Ombudsman
Services
We were founded in 2002 to provide
independent dispute resolution.

25,000
Complaints accepted
per year

250,000
Expected queries
per year

We currently resolve
complaints for the
communications,
energy, property,
and copyright
licensing sectors.

We expect to deal with
more than 250,000
queries per year, which
will lead to us accepting
about 25,000
complaints.

We are independent.

We are a not-for-profit
private company.

Since 2003 we have
successfully resolved
over 65,000 complaints.

65,000
Complaints resolved
so far

www.ombudsman-services.org

Overview
We are experts in dispute resolution, here
to sort out complaints from the customers
of companies that have joined us.

These customers have
the right to bring a
complaint to us if the
company cannot or
does not resolve the
problem in a
reasonable time.
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Funding
Our business model is responsive,
sustainable and provides value for money.
There is no cost to the
taxpayer. We are funded
by those whose
complaints we handle,
through a combination
of subscription and
case fees.
The case fee is our
charge to consider
a complaint - its
payment is not
dependent on outcome.
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This means that the
more complaints
companies resolve
in-house, the less they
pay; this provides an
incentive for them to
improve their customer
service.
The service is free
to use for consumers.

Working
with you
Our people are friendly, approachable
and down-to-earth.
We are trained to listen
and to provide a firm
and fair helping hand to
companies and their
customers.
We help to resolve
complaints as quickly as
possible with the most
appropriate outcome.

We work closely with
companies to provide
one-to-one support and
industry-wide advice;
this helps to improve the
way services are
delivered and
complaints are handled.
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By joining Ombudsman
Services, companies
show to their customers
that they take
complaints seriously
– it is a mark of quality.

Our
processes
Our processes are high quality,
proportionate and effective.
Our decisions are based
on what is fair and
reasonable.
In making decisions we
take into account:


relevant law;



regulatory rules,
guidance and
standards;



codes of practice; and



what is accepted
as good industry
practice.

Before we can become
involved in a complaint
the consumer must give
the company a
reasonable opportunity
to resolve it.
If a consumer receives
the company’s final
response to a complaint
and remains unhappy,
or eight weeks pass and
the complaint is
unresolved, we may
be able to help.
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We aim to reach quick,
informal and appropriate
resolutions which will
satisfy both parties and
help companies to retain
their customers.

Resolving
complaints
We ensure that all sections of the
community can access our services.
We decide the best way
to resolve the
complaints we accept.

Complaints are usually
resolved within six to
eight weeks.

We aim to resolve most
complaints at an early
stage, using negotiation.

If the consumer chooses
not to accept our
decision, their legal
rights remain unaffected
and they can take the
matter to court - subject
to any requirements set
by the courts.

We reserve formal
decisions for the most
complicated complaints.
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Our
powers
We can require:


an apology;



an explanation of
what went wrong;



a practical action to
correct the problem;
and



a financial award
(subject to a limit).

A resolution usually
includes more than
one of these factors.

The decision is binding
on the company and
enforceable in court.

We also make
recommendations
to the company so
that it can avoid similar
problems happening
again.

Sometimes we decide
that no further action is
required. We include
examples of these
complaints in the
anonymised case
summaries we publish
and in our annual
reports particularly
when we can highlight
examples of good
practice.

If the consumer accepts
our decision it becomes
final and the company
has up to 28 days to put
the remedy in place.
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Our
people
We have Investors in People status and
regularly refresh training for our employees.
Our contact centre
is responsible for:


identifying if we can
become involved;



informing consumers
of the correct
company procedure
if it has not been
followed;



providing advice to
consumers; and



signposting
consumers to other
organisations who can
help.

Our dedicated
relationship manager
works with companies
to discuss the
complaints we handle
from their customers
and to provide feedback
to support improvement.
The ombudsman team
provides expertise in
handling complaints
from each sector.
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If you want to know
more about our people
and how we work, visit
our website
www.ombudsmanservices.org

Where
we are
We are based in a listed building which used
to be a Victorian brewery. It is built on the site
of Roman ruins, in Warrington in the North
West of England.

The building retains
its wooden and steel
beams, exposed
brickwork, apex ceilings
and a large dome which
used to house the
enormous brewers vat.

www.ombudsman-services.org

We are located just by
the Manchester Ship
Canal, and over the
swing bridge is Stockton
Heath village. The land
around us covers a
branch of the Mersey,
which was backfilled
when the Manchester
ship canal was dug out
by hand in the 1890s.

Our
credentials
Approved by Ofcom to
run the communications
ombudsman.
Approved by Ofgem
to run the energy
ombudsman.

Approved by the Office
of Fair Trading (OFT) as
an estate agents redress
scheme.
Appointed by the Royal
Institution of Chartered
Surveyors (RICS) to run
a surveyors
ombudsman scheme.

Appointed by the
Association of
Residential Managing
Agents (ARMA) to
handle complaints
about its members.
Appointed by
PRS for Music
to handle complaints
from its members and
licensees.

We are also full
members of:

The Ombudsman
Association
Formerly known as
the British and Irish
Ombudsman
Association (BIOA),
this organisation sets
rules and promotes
independent complaint
resolution in the UK.

National Energy
Ombudsman
Network (NEON)
A European association
whose members
operate as independent
national ombudsman
schemes in the energy
sector.
ECC-Net
The European
Commission body which
gives cross border
consumer advice.
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Contacts
Ombudsman Services
The Brew House
Wilderspool Park
Greenall’s Avenue
Warrington
WA4 6HL
Registered in England and Wales
Registered number: 4351294
Phone:
Email:
Website:
Follow us:

01925 532 121
workingwithus@ombudsman-services.org
www.ombudsman-services.org
@OmbudServices
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