Johnson, Anneliese

From: Johnson, Anneliese

Sent: 27 July 2011 15:29

To: 'fos.queries@barclays-frc.com’

Subject: Your ref: 100DY89P - Russell's complaint about Barclays Bank Plc (Our ref: 10211261)
CroesusApp: Outlook

CroesusRef: 10211261

Mrs Russell has told me that when she was issued with the card that she has in her possession (ending 0003) around
April 2009, the O2 continuous payment authority that is set up on this account was unable to be collected (as the card

number had changed).

| would be grateful if you could let me know if this is correct and send me statements for the period March to December
2009.

Regards

Anneliese Johnson

Adjudicator

Financial Ombudsman Service

Phone: 0203 222 9916

Fax :0203 222 9917

Email: Anneliese.Johnson@financial-ombudsman.org.uk



File Note

Ref: 10211261 - Russell against Barclays Bank Ple

Date: 15 July 2011

Attached by: AJOHNSON3

Title Call from Business - James Osborn called
Notes:

Said that no TX's attempted after card blocked, or a week before (last TX's attempted 27
July 2010- purchases authorised but 2 cash withdrawals for £50 and £30 declined.)

D51= Declined pin
Dos= overlimit

F said yellow lines on attachments he just sent me refer to that line and line underneath:
rboth lines regarding same tx.

I asked F about the possible account takeover of 4 August 2010 and he said that fraud
calls were not recorded at that time, which is annoying. However, not all the transactions
are indicative of fraud. Many small purchases made and big gaps between them. Not
always max amount withdrawn.

We may never know if fraud or collusion and must base findings on balance of probs. As
C has repeatedly said no scope for third party becoming aware of pin and all TX's were
chip and pin, cannot conclude not authorised.

Told F that inclined to agree with this but will consult a senior colleague before issuing
my findings.

Thanked F
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Johnson, Anneliese

From: James Osborn [James.Osborn@barclays-frc.com]
Sent: 15 July 2011 09:40

To: Johnson, Anneliese

Subject: Russell: Your ref: 10211261 / Our ref: 100DY89P [pgp]

Sensitivity:  Confidential
Attachments: Russell Card Usage.doc; Russell Individual Transactions.doc
CroesusApp: Outlook
CroesusRef: 10211261
;' * PGP Decrypted Message

Good morning Annelise,

Further to our telephone conversation, please find attached two relevant and hopefully helpful
sets of screen prints.

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

21/09/2011






