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Reference: 100DY89P

Dear Mr Pope
RE: MRS E RUSSELL, 17 PINEWOOD DRIVE, POTTERS BAR, HERTS, EN6 2BD

I write further to my letter dated 16 December. | have now received Mrs Russell's
written authority for us to correspond with you about her complaint.

Mrs Russell is dissatisfied that we have held her liable for the balance on her
Barclaycard account, which currently stands at £15,753.28. She says that she did not
order a new card from us and has not divulged her PIN to a third party. She maintains
that she is not responsible for the outstanding debt and she is unhappy that she has
been contacted by a debt collection agency.

Our records show that we received a telephone call on 28 June 2010 in which the
caller, who said they were Mrs Russell, reported her card missing. The caller correctly
answered the identification questions and the card was blocked in line with our
procedures. This process generates a new card number and this is why the account
numbers on the statements differ. A new card was sent to 17 Pinewood Drive by
courier service on 1 July. No PINs have been sent to Mrs Russell since 17 November
2006.
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We acknowledge that the courier appears to have put the card through the letterbox

at a neighbouring address. However, we have no reason to believe that the card was | u.r 3" u\ N
not then passed on to Mrs Russell, particularly as the card could not have been used Ve
without the associated PIN, which was known only to Mrs Russell.

I note that Mrs Russell has no connection with the address of Flat 26, Brindley House,
which appears on her credit file. | can confirm that this address is not linked to Mrs
Russell's Barclaycard account and she will need to ask the credit reference agencies to
remove the address from their records.

| am sorry that Mrs Russell is unhappy with the service she received from Marie Drage
and that she did not receive a call back from Amanda Peet as promised. Where fraud is
suspected it is necessary for us to establish as much detail as possible about the
circumstances and this does involve asking some personal or unusual questions. |
apologise for any distress or inconvenience our actions have caused.

Whilst | note that Amanda Peet said that the caller who reported the card missing
sounded more youthful than Mrs Russell, this was her personal opinion and in itself
cannot be taken as proof that the spending was done by a third party.

In summary, our investigations have led us to conclude that we cannpof he certain the
spending was not carried out by Mrs Russell or with her knowledge. Therefore, we will
continue to hold Mrs Russell liable for payment of the outstanding balance. We are not
prepared to amend her credit report or pay her legal costs. We will withhold action
for one month to allow time for you to consider our response.

For the purposes of the Financial Ombudsman Service please consider this to be our
final response. If you are unhappy with this outcome, you may ask the Financial
Ombudsman Service to review your complaint and you have si ths from the date
of this letter to do so. I have enclosed a copy of their leaflet, which includes details of
how to contact them.

If you would like to discuss this further, please call 0844 0903111.
Yours sincerely

e

Judith Hayes
Senior Customer Relationship Manager
Directors Office

Enc: Financial Ombudsman Service — “Explanatory Leaflet".
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Dear Sirs

Mrs Eve Russell, 17 Pinewood Drive, Potters Bar, EN6 2BD
We enclose a copy of a letter which we sent to you dated 7" January 2011 in response
to your letter to us dated 30™ December 2010. Will you please let us have a reply to

our letter by return.

Yours faithfully

BISHOP & SEWELL LLP
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