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FINANCIAL SERVICES OMBUDSMAN SCHEME

AGREEMENT WITH THE FINANCIAL INSTITUTIONS

THIS AGREEMENT is made this 29th day of April 2005 amongst CITIBANK

(TRINIDAD & TOBAGO) LIMITED a Compaiiy existing under the Companies Act

Chap 81:01 of the Laws of the Republic of Trinidad and Tobago with its registered

office at 12 Queen's Park East in the City of Port of Spain in the Island of Trinidad,

FIRST CITIZENS BANK LIMITED a Company existing as aforesaid with its

registered office at No. 9 Queen's Park East in the City of Port of Spain in the Island

of Trinidad, INTERCOMMERCIAL BANK LIMITED a Company existing as
aforesaid with its registered office at DSM Plaza, Chaguanas in the Island of Trinidad.

RBTT BANK LIMITED a Company existing as aforesaid with its registered office at

No. 19-21 Park Street in the City of Port of Spain in the Island of Trinidad,

REPUBLIC BANK LIMITED a Company existing as aforesaid with its registered

office at No. 9-17 Park Street in the City of Port of Spain in the Island of Trinidad,

SCOTIABANK TRINIDAD AND TOBAGO LIMITED a Company existing as

aforesaid with its registered office at No. 56-58 Richmond Street in the City of Port of

Spain in the Island of Trinidad (m this Agreement collectively referred to as

"Financial Institutions") JUDY Y CHANG in her capacity as the BANKING

SERVICES OMBUDSMAN of Eric Williams Plaza Independence Square Port of

Spain and CENTRAL BANK OF TRINIDAD AND TOBAGO a body corporate
established under the Central Bailk Act, Chap 79:02 with its principal office at Eric

Williams Plaza Independence Square in the City of Port of Spain in the Island of
Trinidad.

WHEREAS:-

A. By an agreement dated 18 July 2003 (in this Agreement referred to as "BSO

Agreement") and made among the Financial Institutions, the Banking Sendees

Ombudsman and the Central Bank of Trinidad and Tobago, the Financial

Institutions agreed to participate in the Banking Ser/ices Ombudsman Scheme

exhibited to that agreement and marked "A".



IT IS AGREED as follows:

1. Every reference in the BSO Agreement to the Banking Services

Ombudsman and the Banking Sen/ices Ombudsman Scheme shall now be construed

as a reference to the Financial Services Ombudsman and the Financial Services

Ombudsman Scheme respectively and tfae references to "Ombudsman" and "Scheme"

shall be constmed accordingly.

2. Clause (a) on the first page of the BSO Agreement is amended by inserting

between the words "to be shared by the financial institutions" and "participating in the

Scheme", the words "and insurance companies".

3. The BSO Agreement is amended by inserting between clause (a) and clause

(b) on the first page, the following clauses for consistency with the FSO Agreement

with Insurance Companies:

"(al) Annual recurrent expenditure for the operation of the Office of the

Financial Services Ombudsman is computed as the total expenditure

less direct operating expenses for services rendered to financial

institutions and direct operating expenses for services rendered to

insurance companies and the cost of promotional material that will be

funded by the Central Bank in the first year.

(a2) The share for the financial institutions in the first year of operation

shall be calculated at the rate of fifty (50%) percent of the annual

recurrent expenditure as defined in (b) below plus direct operating

expenses for services rendered to financial institutions.

(a3) This method of apportionment of expenses will be subject to review

after the first year and from time to time as may be necessary "



(c) By deleting the words "acceptance in writing of the award by the

Complainant" on lines 9 and 10 and substituting the words "completed

form".

8. Paragraph 41 (b) of the Banking Services Ombudsman Scheme is amended by

inserting the following words at the end of the clause for consistency with the FSO

Agreement with Insurance Companies:

"and provided also that the Office of the Financial Services Ombudsman may

disclose all such information and documents to the Central Bank of Trinidad

and Tobago for the purpose of regulatory or supervisory oversight."

9, The Financial Sen/ice Ombudsman Scheme shall come into effect on the date

of this Agreement and the references to July 18, 2003 in the BSO Agreement and in

the Banking Services Ombudsmaii Scheme Terms of Reference exhibited to that

agreement shall be constmed as references to the date of this Agreement.

IN WITNESS OF WHICH the duly authorised officers of CITIBANK (TRWIDAD &

TOBAGO) LIMITED, FIRST CITIZENS BANK LIMITED, ENTERCOMMERCIAL

BANK LIMITED, RBTT BANK LIMITED, REPUBLIC BANK LIMITED,

SCOTIABANK TRINIDAD AND TOBAGO LIMITED, THE BANKING

SERVICES OMBUDSMAN and CENTRAL BANK OF TRINIDAD AND

TOBAGO have set their hands to this Agreement the day and year first above written.

CITIBANK (TRINIDAD & TOBAGO) LIMITED
i DENNIS EVANS

FIRST CITIZENS BANK LIMITED

'^c^^

LA HOWAI
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-BANKfNGy.EK ̂ 'I ('KS C,)M lir_I^MlAN^iy^lR_..._.___.

AC;K£EMENTWJTH TH£ FINA. NCJ.A.L [NSTrTL'TJONS

The under-menlioned financial insritutions, hereby agree to participdlt; in the Banking.
Services Ombudsman Sclieme annexed lo this ap-ecn'ienl and marked l'A" fin this
ap'eemeni refen-cd . to as "Scheme"j and the Baridng Services Ombudsiiian and tlie
Ceiitral Bank of Trinidad and Tobago agree to accept the Panicipation of the said
financial institiitionR in the. Sclieme subjecl to their compliance witli tliis agr&emeni and
the conditions sd Im-ch in the Scheme,

The said financial inslitutious hereb)' underlake to comply w'itli the Scheme and in
particular witli the following paragraphs of the Tenns ofR.efersnce under fte Scheme:

(a) Paragraph 14(b), which malces provisior for fundmg of the azmual
recun-ent expenditure of l-lie Scheme, excluding expenditure relating to the
employment of the Ombudsmaii, to be shared by the financial mstmitions
participating in the Scheme,

(b) Paragraphs 33 to 38, which provide for an award to be made by the
Ombudsman to a complainant(s) against a fmancial mstitution wliicb a
coniplaint has been received.

Tlie conditions under which such an award is to be made are as follows;

1) Tlie Ombudsman has made a recommendation to the parties
mvolved ra a complamt for its resolution a.nd this has not bseii
accepted by tiieni within the tinie specified under paragraphs 29
& 30 offhe Terms of Reference of the Scheme.

2) The amount -of flie award caimot exceed TT$500, 000,

3) Tlie award is binding on the financial insritution provided that
the coinplainant gives his/lieT/ils acuejitance ii-i writing, within
one month of the date of it, ' as fiill and fmal settlemenl of the
subject matter.

4) The award must be in writing and must state the summariz-ed
reasons for mzildng it,

5) Die financial institution must comply with the award within
fifteen days of its recsh-ing the w:-inen ac. ceptaiic. e of t-he
complainant.

(D Parap-aph ^'1 wliich pTa^;ides thai tlie Ombudsman ma.\' reqL n-e from

finari cia; iny'. inslJun. - inrormaLion and r.e.rLificd c;ipies oJ' dos. -i.iinenLs



No refiind v, 'ill be made K. a fmimcial iiisiirulion wliicl'; op'l. s lo lcavt;
the Scheme during the fmanciffl year and such inBtituljon inusi gjvc- a!
leusi wci iTiunthii noT^c ofiis iiilsnl'ion lo luave the Sdienie.

5) To jirovide dais to the Ombudsman on a quanerly ba^is in rcspeM 10
the number of complaints handled by tlu- insiitiition's final siage of its
complaint handling procedures siaimy the nuTOber of case? which
were resolved, The Oinbudsman may detei'mine categories ill which
tliest should be repoi-Led and may public;^ this data in agp-egaie fonn
withoul identifying The iasiiiul.ion,

6) To generajly co-ojaer&te with die pn -ibudsnian ou and lend suppon to

matters relating 10 the operatioii of the Scheme.

7) Within one (1) month of the end of each calendar quarter, financial
institutions participating in Ac Scheme shall provide to tfie
Ombudsman, ' in w'ritmg, data relating to the volume of consumer
deposit and loan accounts held with them at the end of that quarter.

SIGNED by tiie BajAmg Sen'ices Ombudsman, flie Central Baiilc of Trinid&d and
Tobago and the followmg participatmg finanrial mstimtions;

.

'. rT_ r
Baridng Sen'ices OiDbudsinas --- .., --Y-^-------- >>/.

^py.... _^^/. --- ^t Williams
Central BaiA of Trimdad and Tobago --------- -----

. ^

( ^ Stev.e Bideshi
CitibaA (Trim dad and Tobago) Limited -j-~ -- -- -- -

Larry Howai
First Citizens Bank Lunitea

Varun Maharaj
Intercomraercial Bank Limited -- - --

. ^'t^^ / . _ ....,;
Ronald

RepubUc Baric Liniiled

^ Suresh Sookhor
RBTl'Banlc Limited -------- -

/-K'CS^_(?-^<A /
Richard Youn<p|

Scoiiabaiilc Trinidad and Tobago Limited -.---------- -- ... -.. -. - ^

Dated this. /?. dayof.lu1y 2003



"A"

This is the Scheme marked "A" referred to in the
hereto annexed Agreement with the Financial
Institutions dated July 18 2003 and made by the
Banking Services Ombudsman, the Central Bank of
Trinidad and Tobago and the financial institutions
named therein.

THE SCHEDULE

BANKING SERVICES OMBUDSMAN SCHEME
Terms of Reference

Preamble

The main object of the Banking Services Ombudsman is to recave comPlaintsabouHhe
7 fi'nancial services to small businesses and^ Personal .financial sen/ioes

^stoomers"and1o''fecilitaiteYhe settlement of these comptaints;_Theaim_isJ^prcv;de
in'd'ependenfandprompt'resolution of complaints using the criteria of_ best practice^ the
finSTservicesTecior'and fairness in all circumstances^ It 's rcco9nized, thal_the

rrecourse"fo7aggrieved small business and personal financi^services customers
rs the'int'ernai'comptainThandIing mechanisms of the Financial Institutions.

Purpose

1. These Terms of Reference set out the jurisdiction, Powers and, dljtles_, of, the
OmbLidsm'a'n^ and'provide a general statement of the procedures to_be followed
i'rl'fiing'a"compiaint against a_FinanciaNnstitution, subject to the Ombudsman's
discretion as described in the Terms of Reference.

Definitions

2. In these Terms of Reference:

a. the following expressions have the following meanings;

"Central Bank" means the Central Bank of Trinidad and Tobago;

"CDmptainant" means any small business or personal firlarlcial_seryi ces

customeror"their authorised representative making a comptaint^to the
Ombudsman 'in respect of any Financial Services provided by the
Financial Institution;

"Credit Decisions" include commercial judgements, which means the
assessment of" risk, the application of financial or commercial criteria^ or
assessment of character, as well as decisions about lending or security,
FndLiding any decision (or the consequences thereop concemin^ any
advanclo7 similar facility, guarantee or security, whether or not actually
made, provided or taken;



Banking Services Ombudsman Scheme - Terms of Reference

b.

c.

d,

"Financial Institution" means a company licensed by the Central Bank^of
Trinidad"and"Tobago to carry on the business of banking o^r business of a
financial nature'andfhat has'agreed to participate in this scheme.

"Fjnanoial Institution named in the complaint, " means any Financial
Institution against which a complaint is made,

"Financial Services" means all financial Bervioss and products provided by
Financial Institutions in Trinidad and Tobago to a Complainant,

"Maladministration" means an act or omission in breach of any obtigations
or'd'uty'owedby'the Financial Institution to the comPlatnant, for Financial
Services between a Financial Institution and the Complainant'.

"Ombudsman" means the person appointed from time^to_tipe to exercise
the'powers and duties of that office in the Ombudsman's Office.

"Ombudsman's Office" means the body corporate established to
administer the Ombudsman scheme.

"Personal financial services customer" means any individual making a
compFaint tothe'Ombudsman in respect of financial services received in a
personal capacity.

"Small Business" means any business possessing assets valued up to
$T, 500, OOO. OoYexcluding the value of land and buildings) at the time the
subjectofthe complaint originated.

references to the provision of Financial Services include, where the
context admits, references to their non-provision;

references to the singular number (including without limitation references
to'^ndfvidijaf" "Compra inant" and "Financial Institution") include, where

context admits, the plural number and vice versa; and

references to paragraphs are to paragraphs of these Terms of Reference.

Powers and Duties

3. The Ombudsman shall:

a. act within these Terms of Reference;

b, receive complaints relating to the provision of Financial Seivjres;_subject
to'pa'rag7aph"17, by a Financial Institution to any Small Business or
Personal Financial Services Customer;

c. consider such complaints and facilitate their satisfaction, settlement or
withdrawaT'whether'by agreement, by making recommendations, or by
such other means as seem expedient;

d. adhere to the performance standards established by the Central Bank.



Banking Services Ombudsman Scheme - Terms of Reference

4. The Ombudsman shall advise the_public on the procedure for_ma^n9^c^mPla^;
t'o"cthe"0umbudsm'a'n-s "Office: The Ombudsman^ shall _not provide general
information'about Financial Institutions or Financial Semces,

5, The Ombudsman may delegate all or any of his^her_powers_and^du^s^to
appointero fficers'(e. g. "power to investigate matterc^nd^re^ i^ma^
f°rSmu Financial7nstltutro ns on a matter) of the Ombudsman'^ Office; except ;he
O'mbuds'maTcann'ordetegate the power to make a .recommsndation^and^the
OmbSsman's'deiegate'cannot further delegate any of the Ombudsman's powers
and duties,

6. Durins any period in which the Ombudsman is u"abje ̂ fulfill hi s^ her^duti^s
duue"tlSab'sero'e"incapacJfy or death, or in a Gtrcumstancejnwhich_a_ conflict of

rrterest"may'arise', The Central Bank may appoint a Deputy Ombudsman to act in
place of the Ombudsman,

7 The Ombudsman shall have overall responsibility for the conduct of business of
the Ombudsman's Office.

Appointment

The Central Bank in consultation with the Bankers Association may appoints
Tte^known as"the"0mbudsman ^to carry out the functions entrusted

ioCTSrm or her"'by"or under the Terms of Reference. The_ombudsman. sh_ali
huold"loffice'for such'period as'agreed with the Central Bank of Trinidad and
Tobago,

Territorial Jurisdiction

9. The authority of the Ombudsman is limited to complaints pertaining to the
Tri'nidad'an'd Tobago operations of licensed financial institutions.

Location of Office

10. The office of the Ombudsman will be located at such place as may be
specified by the Central Bank

Qualification

The Banking Services Ombudsman must be well respected within the fjnanciaj
niltv. '"The'incfwidual "should be of impeccable integrity^and ^should_have

grod'negotiati'ng and'diplomatic skills. The following additional qualifications are
required:

Professional or degree level quaiification in either Insurance, Business,
Law, Accounting or Finance.
At" least fifteen years experience in the financial services sector
Previous experience in dispute resolution, handling legal disputes or
customer complaints.



Banking Services Ombudsman Scheme . Terms of Reference

A background in a senior role in an environment where judgement and
ileveldecision-making are required^ _ ^^__ __ ^^,_^,,

.. ^^^^s^^en and Proper Criteria as defined in the
Financial Institutions Act, 1993.

The retiremenl age limit shall, be 75 years with the possibility of review by the Central
Bank for extensions beyond this limit.

Tenure

i Ombudsman will be appointed for a period not exceedinS,flveyea^, and, be"

Ombudsman,

Remuneration

13- ?^T^^, ^ K'£ Bpr^r?o - ^
borne by the Central Bank,

Staffing of the Office of the Banking Services Ombudsman
shall be provided with a secretariat drawn^ fro^or

14- (a) 2perD^ub?st?eanCeZl SnrwhTwilFbe plaoedon'duty with the Office

of the Ombudsman.

The Central Bank will bear the costs of, sstabjshing ̂ e O^bu^an
(b) ^TaR^enwlo^ona\ CDsts' of' theOffice^Hhe Ombu^man^

Si S;l^^p^l^sh^^^^i1^^^SS
^CFUourtioyn ̂maTbe'determhedby the Central Bank in consultation with
the Financial Institutions,

Ombudsman's Jurisdiction

15. Subject to paragraphs 17, 1S;,_ ^^^s^Omb^a^may consider any
^mpTain;m5eTo"him~or'her if the Ombudsman is satisfied that:
fa) the complaint is made to the Ombudsma^^^Cojn^ai^g^^e
w IC'OTl?ainTnfs pers'onal representative to whom or for whom the I

services in question were provided; o^

<b> ^rpSasemoad^ geSt^;^^^;J



Banking Service Ombudsman Scheme . Terins of Reference

ss^s^^^^^^^
to do so;

(c)

(d)

(e)

(f)

(g)

(h)

the Financial Institution named in the complaint has:

(D

(il)

rendered a decision on, or completed a review_of, ^comp^int^
bBut'ut^cCoamup1ainanth3s"notaccepted^n^obs^a^
^ndri?onsul^'s'ettiement or" satisfaction offered by the Financial
Institution; or

failed to achieve a reset ution^ithh^ sPecS, t!mlP eri°itot^
dSheadl "byu thewCentral Bank in cDnjunction with the

Ombudsman;

the complaint is made to the Ombudsman not later than 180 days after:

(i)

(11)

(iii)

cial Institution has completed ht^s or^her review^ and has
^or'mS'C^Jnanro^heF'h^^^^^^^^^^

the Financial Institution has failed to achieve resolution w^th^e
CnOTrpSSnlanTwirh inuthel fime limit determined pursuant to 15(c)(. ii);

and

the Financial Institution ^^me^e ^^lw ^n9 oi

t^ existed o'f'the'Ombudsman and of the time limitation.

the act or omission giving rise to the complaint:

(i)

(")

first occurred on or after 1s1 January 2003;or

havebec'o'me'aware'of it, until on or after that date;

Oumblu'dsman7reievant new evidence is available;

other independent reconciliation body;

|£S£s5, S2rE.^
duty of confidence; and
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"> ?aa in^s ̂ ^s^^s^^
determine in his or her sole discretion.

..
imminent;

'"
award;

matter cannot be sufficiently expedited, ,the_Ombudsma^^N
<b>

^ntt"ea^^eKey°fI SiBel^'^Tnot"resolv9d-b^re
by the Ombudsman;

.

Reference to consider the matter.

-

-

complaint,

"'
d;t?'ow°edby"theRnancial Institution to the Complainant,

- ^^^ss^ ̂ ^
prompt and effective

-

followed in considering complaints,
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22. After investigation of a matter, the Ombudsman_may^e|ect ̂ ce^seto^on^r
aklccompTJnrTf'kit'does"nof'appear to, the Ombudsman^thatJ^ ̂  be^
ZlSSafion ̂ ^^ma^arin^Jtion^amed^^^g^^d, as a
r'e^ltTsomeTD Ss, damage or inconvenience suffered by the Complainant.

procedures for Settlement of Disputes

Complaint

23. Any person who has a grievance against a Financial Institution, may make a
complaint to the Ombudsman,

24. The complaint shall be in writing duly si9ned^by_the^Complaman^ or^ h^
au>fr)o^eld"representative and shall state^dean^the n^rne ^^dres^^fj^
£uom>plahanrt h>e'name and'address of^the Branch^ofjhe Jinan c^al In^ut^n
agualinTIwhi'ch"the 'complaint "is made, the^facts 9'vm^r^to^e^^mj)i^t
^poortedv'b7docuuments7if;any/reliedonb_y_the^ompl^
S3S')Tlofut£ ToTs"caused"to" the Complainant and the relief sought from the

Ombudsman.

Settlement of Complaint by Agreement

26,

27,

25. As soon as it may be practicable so to do the Ombudsman jhalljaus^notice
oTt£urec"eipt 'of"any-com plaint along with a copy_of the^complain^o^beje^
tuhe'Flna^1aTlnstitutio7 named h the complaint and shall ende^vou^o^^
rslettiOTTnt"o"r'"wifhdrawa!-of the complaint by agreement between the

Complainant and the Financial Institution concerned.
For the purpose of promoting a settlement of the complaint byjSree[nert^t^
OumbulSsmTmay"fo«ow"such0 procedure as he may consider appropriate and he

shall not be bound by any legal rule of evidence.

If there is no such agreement the Ombudsman^ at_^ the ̂ equest^ojjhe
Com'5a1nart^the"Rnanociari nstitutionco_nceme^^^
fo^KenFo^withdrawaloTth^ complaint Howeve^h^^^

land the'Financial Institution at least one t1]_ month-s^otice^of ^
inteE'^'make Tr3^T>mendaf)on;_anddunng^e^^^^n^ ^
^^hTongerl penod"as"the'Ombudsman may agree)_the_C^mp^an^a^^the
^anSTns£tioun m"ay'make-further. representations'^^
?e^S^^ISaint:Al reoommendation^h^^^ ̂ ^^^1;include
a^mmary^the'Ombudsman's reasons for making his recommendation.

28. The Ombudsman's recommendation shall _not_b_e binding on the Financial
I'nstitution'named in the complaint or the Complainant.

29, The recommendation by the Qmbudsma^shal^^en^o^epta^^e
^f"he"accepts all terms of therecommendationjn ^andj^al

se;;Sl'o;hi^^^ahs[the^^l^^ ̂ tf'^^TetihyeTeSmmenl c?a51on'; wiNn7oLi^4^weete f^^the^^ofj^rec^ ^th,J
^o'^mL eIndatio'n'"sei nd"his'acceptance in wrifing stating _dea^ly_ th at^^^^
p^la?edctouaact cep?a"settiement in the terms of the recommendation as full and

final settlement of his complaint.
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30.

31.

32.

^^^^^ESi-s^sss
r^ommen'datJDn. "lf""the~recommendation is not acceptable^ to ̂the^
iSfi'tu'ti'^TS inform the'Ombudsman within a period of four [4] weeks from
the receipt of the letter of acceptance.

In making any recommendations the Ombudsman shall ̂o_s^by^eren^e^oShSa^ ̂ ^^^'Sa SI Sr^starSera ^^gi^ regard^ ̂ e^
^i5es'o;beSl pSctice in the fin^^serv'ces, ^cto^%^^S5va^
£deul^rac^o7Snduot applicable to the subject matt^^f^te^^^^^

niln^what"arew theprindples of bestpractioe, the;0mbudsman,_wh_ere he

Z^lrapaproapriateu, 'may'Tonsulfwith the financial servbes industry or

elsewhere.

The Ombudsman will make ̂ a .. ressonable^effort^^^ens^^th^^ h^s
r'ec'omm'end'ationra re "consistent with any previous i-scommendaftons^^^he
08mubS'auna"ubul ?he "Ombudsman^hall'not_b^ bound^b^^ny^pr^io^
relcoumm°en°d'atio'n'1 made ~by""the-Ombudsman or by any predecessor in the

office of the Ombudsman.

Award by the Banking Services Ombudsman

33. Where the complaint is_not settled by_agreemen^r^D^men^a^njs^d^
ivnvPBaragra phus'£5"to32hereof7as-the"ca^may_be, ^with^^^^^^^o^hSThrd ate^f tte7susueo^the Ombudsman's recommenda

^dbe^datel oasu°maybe'^toed necessary by him,Jhe_Om^^^^S^pTrt^s^ThVrn tS^m^^
^y^manc:re x"ceeding~TT$500, 000. No awa^s^^be ^of ^g^e^amo^t
th'^n^he'^pinton^ofThe 'Ombudsman is a,PPi:oP"ate ,to_comPe^5a^the
£npl^^lS^t^"or^a^s^^Nm^^^the acts or
o'mKs"Dfk t'he Financial Institution against which the award is made.

E shall be open to the parties to submit any further representations ̂ ^idCT^^^'rtSrtc°a^^ date of nottce
referred to in Paragraph 33 hereof.

The Ombudsman shall make an award after affording the Parties jjeason^
^"^^t'lhei^ase-He^haII be guided^ by_the^iden^j^

Kuhlimy b; tKh'e°parties"the'prin, dptes of bankm^aw^ndJraclc e',dtt:tio,rS

36'
SreSoZS'if an"y:to"the'Financial Institution fo^Pec'f'CPerfoman, ce ^

ssj^i^s^^s^
t'hTSaiian't'andlhe Financial Institution against which it is made,

34,

35.
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37.

38,

Ombudsman shall issue a copy of the award to the Compl^nan^a^d^hte^^^s ^^s«o^^^^otss^i

^T"FTnSnucial'clnsutituTon"against which it is ̂ sed^ess^e^mp^a^
,
1o1tawilSTperioro f one [1] month from the^ateo^awar^ajette^of;oteoSf^nl^a?de^afuul'luancdfinars efflem9nt''of1tTclaim^

5ffErD!l^d^^ t^ ̂ te ̂ ^I°Lth^e^mr%
^'i'h^ S' b^the"C"omplainant-the Financial Institution shall comply with the
award anoTintimate the compliance to the Ombudsman.

The Ombudsman shall report to the Central Bank the,non-comP"ar), ce, ^a^
Rncancian3o?"of anr''award which became binding on it pursuant to
paragraph 37.

Rejection of the Complaint

39. The Ombudsman may reject th^complant^a^st^ej i^a^ar^ t^ h^thS ?ile'^mpra int"is made without any ^C}B^ cw5e_o^a\^;5,^
F;uBrsue'J b;1eh"C'ompFainantwith reasonable d^"^,^a^^^e^^^
rQuss&Tdamageor"in^"nventence suffered by the^Comp^i^^^^^^^^^
sQhsasll^saoaSeuwhleSevrTnoTthedarm falls w in_thete^ms ^^ren^e a^
?nTSguftL 'iIs'Secision"mayconside7 representations from the Complainant and

from'theFTnancial Institution named in the complaint,

Annual Report on Functioning and Working of the Ombudsman's Office
(^ The Ombudsman shall send to the Governor of the C^enfr^Ba^ i^

40' (a) evTrvTeZ&alraep°°rt^a'"'"^a~general'review of the artivi^
^ ̂fThe Ombudsman'during the preceding financial yeat;andj^oi^y
su;aTenre nTfrom'the"Ombudsman^^sha^urms^
^atche>c'Ce'ntr'ai Bank'may "direct. The Ombudsman_s_haJ^so^p^^e
Sa^^rts^ch'w'ouiteke'theform^^implej^^^^^

,Tbreakdown'of-the number and type of ̂mplaints^eceiv^
S;eci'cnuLmIEerof'Tomplaints" resolved and the time taken to resolve

complaints during the period.

(b) The Ombudsman shall publish ̂ ^alty^o^^e b^ene^ o^ g^n^
pulyic7'a/uco'n's^iidated report on the 'activities -of the Office of
Ombudsman.

Power to Call for Information

(a) For the purpose of carrying ou^his du_ties__u^^this^^hem^ ^41 . (a) 0°mbSdesmT^tayL
" 

reqaui?e 'athe"tFinanoial"'lnstitut^^name^ in^ ^e
SSrt'to Pr^de'any'informayo^r^m^fi^^^f^^
d^S bating 'to the^ subject matter ̂ the ̂ ^plantj. hi^^ ̂  ^
^^dT teTn'itas pD Ssessro n:pYovidedthatmth^^
^118F^aanSari nsS"n^t7cl Dmply~w 
L^a^P^^^nb^sma^m^jf^^^f^^the^^n^
tihua;TeyTnformation:"'if "provided 'or copies if furnished, would be
unfavourable to the Financial Institution.
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(b)

(c)

The Ombudsman shall maintain jonfidentiaHty^^^^ '^m^ ^

ScchTfoLrmatiaony ord o"cument"Provided that^oMng^^h^ p^arag^h
S pmeuve'nTtuhe Sr^buds'man' from'^sclosmg^nfo^ation^o^^ume^
^lts!:;©cdvSlyl a"partyTn"rc omplaint to the Dther^part^o_part;es^ t^SrTon^rS^"h^ ̂ won^^uS^om'*/ wlth the
^lnciples<qf'naturarj ustice and fair play in the proceedings.

The Ombudsman may take account of a. H^aaNnltituJion^P;op;Le^
;"anTsec°urity"measures'ofwhich the Ombudsma^has^nowledg^

SsSZt^Ts'£^7th^^ measures has
been or will ever be made to the Complainant.
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