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9 January 2014

Dear ‘C Factory’

your email of 13 December 2013

Thank you for your email of 13 December 2013.

We note from your email that you consider our decision not to create new information 
in response to your email of 11 November 2013 to be inconsistent with our 
responses to requests made by other individuals. I appreciate your dissatisfaction; 
however, we remain satisfied with our response to your requests for information and 
the outcome of our internal review. The Freedom of Information Act 2000 does not 
require us to create new information in order to respond to requests, so when we do 
so, we do it on a case-by-case basis. In light of the fact that we have considered all 
of your requests for information to be vexatious, we did not consider it appropriate or 
a reasonable use of our resources to create new information, nor were we under any 
obligation to do so.

In light of this, we will not be re-visiting the requests which we have handled under 
our reference FOI 588, but as we explained in our letters of 11 November and 13 
December 2013, you are free to approach the Information Commissioner’s Office if 
you do not consider we have complied with our obligations under the Freedom of 
Information Act.

We also note that you have asked for a manager to address the level of service you 
have received from the ombudsman and the provision of conflicting information and 
treating service users fairly. The Head of Policy is aware of your email and we are
sorry to hear that you are unhappy with the way in which we have handled your 
requests for information; however, we should explain that our service complaints 
process is designed to address situations where a service user – so, a consumer or a 
business – is unhappy with the service we have provided when resolving a dispute 
between the consumer and the business. This information is set out in more detail on 
our website: 

 http://www.financial-ombudsman.org.uk/about/our-service-standards.htm

In this instance, your concerns relate to our handling of your requests for information 
and our compliance with the Freedom of Information Act and not the way we have 
handled a dispute between yourself and a financial business. Another relevant factor 
is that there is already an existing avenue by which you can have your concerns 
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[bookmark: 2]about our compliance with the Freedom of Information Act looked into; namely by 
contacting the Information Commissioner’s Office.

Taking all of the above into account, we will not be carrying out a further review of the 
service we have provided to you, but you are free to approach the Information 
Commissioner’s Office if you remain dissatisfied.

Yours sincerely

Catherine Shannon Brisby
Information Rights Officer

direct line 0207 964 0646

email xxxxxxxxxxxxxxxxxxxxxxxx@xxxxxxxxxxxxxxxxxxx.xxx.xx
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