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Dear Mrs Russell
Your complaint about Barclays Bank Plc

Further to our last letter, this is just to let you know that your complaint will now be
referred to an ombudsman for a review.

The ombudsman will review the entire file afresh in order to reach his or her own
conclusions. If you have any final points or information that you would like the
ombudsman to consider, please let me know by 13 October 2011. If you need further
time to reply please let me know by 13 October 2011.

In your email dated 12 September 2011, you requested copies of our
correspondence with Barclays. Please find this enclosed. You will note that Barclays
has marked most of the evidence that it sent us as confidential. However, our rules
allow us to decide if information should be kept confidential, so | have enclosed this
as per your request. | have not included the copies of the exchanges between
Barclays and third parties (for example your solicitor and the courier) to avoid
duplication, as | understand that you have already been provided with this
information.

In your email dated 12 September 2011, you also requested details of the monitoring
work that we perform in relation to ethnicity, gender, etc. | have passed your request
for this information to the appropriate team, who will respond shortly.

Yours sincerely
m QW\/ -
Tony Braun

Team Manager

020 7093 7116
020 7093 7117
tony.braun@financial-ombudsman.org.uk

Financial Ombudsman Service Limited South Quay Plaza 183 Marsh Wall London E14 9SR

Registered as a limited company in England and Wales No. 3725015 Registered office as above
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Johnson, Anneliese

From: James Osborn [James.Osborn@barclays-frc.com]
Sent: 08 September 2011 13:24

To: Johnson, Anneliese

Subject: RE: Russell: Your ref: 10211261 / Our ref: 100DY89P

Sensitivity: Confidential
CroesusApp: Outlook
CroesusRef: 10211261

L * PGP Decrypted Message

Good afternoon Anneliese,

The screen shots themselves are Private and Confidential but you can divulge the information
shown to the customer at your own discretion, and should you feel it is necessary and won't
prejudice the case against us.

Kind Regards

James

James Osborn | Casework Support | Barclays FRC
Cadarn House | The Avenue Business Park
Pentwyn | Cardiff | CF23 8FF

Email: james.osborn@barclays-frc.com

DD: 029 2093 3166

T: 0845 002 1140 | F: 0845 002 1141

From: Johnson, Anneliese [mailto:Anneliese.Johnson@financial-ombudsman.org.uk]
Sent: 08 September 2011 12:33

To: James Osborn

Subject: RE: Russell: Your ref: 10211261 / Our ref: 100DY89P

Sensitivity: Confidential

> 0Old Signed: 09/08/2011 at 12:32:02 PM, Decrypted

Dear Mr Osborn

Thank you for your email.

You have stated that the account notes are private and confidential.

At this stage, | have not disclosed the precise details of the calls or the notes made about

them to Mrs Russell. However, | consider it to be highly likely that she will ask me specific

details about these.
Fi

| would therefore be grateffjl if Barclays could let me know whether it is happy for me to
release details contained within the private and confidential notes, for this case.

As the information contained within these notes is regarding Mrs Russell's account (and

21/09/2011






