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Issue Section:  Articles

This article builds upon current scholarship regarding regulatory

enforcement to analyze and theorize the little-researched context of

public bodies' handling of consumer complaints against �rms. The

analysis is based on a case study of the Financial Ombudsman Service

(FOS), which is a British public agency that handles consumer complaints

regarding the retail selling of �nancial products. The study documents

and seeks to explain the FOS' and �rms' interaction and their choices

between cooperative and adversarial strategies. It �nds that the FOS'

interaction with �rms oscillated between cooperative informal

conciliation and adversarial standardized determination of complaints.

Firms resisted informal conciliation of complaints when concerned that

their agreement to redress an individual complainant might be

interpreted by the regulator (the Financial Services Authority), or the

media, as entailing compensation awards to a large number of other

customers in similar circumstances. Equally, the ombudsman was

inclined toward an adversarial, precedent-bound approach to complaints

when facing external risks to its autonomy and reputation. These

�ndings form the basis for the formulation of hypotheses regarding the

strategic interaction of other third-party complaint handling schemes

with both private and public service providers. Furthermore, the �ndings

stress the importance of analyzing regulatory encounters as multiactor

games in which �rms and regulators interact amid con�icting demands

and uncertainties posed by other actors and institutions in their

environment.

https://doi.org/10.1093/jopart/mun008
javascript:;
https://academic.oup.com/jpart/search-results?f_TocHeadingTitleList=Articles


Sign in Get help with access

Public Management Research
Association members

Sign in through society site

Personal account

Sign in with email/username &
password

Get email alerts

Save searches

Purchase content

Activate your purchase/trial code

Add your ORCID iD

Sign in  Register

Institutional access

Sign in through your
institution

Sign in through your
institution

Sign in with a library card

Sign in with username/password

Recommend to your librarian

Institutional account
management

Sign in as administrator

Purchase

Subscription prices and ordering for this journal

Purchasing options for books and journals across Oxford Academic

Short-term Access

To purchase short-term access, please sign in to your personal account above.

Don't already have a personal account? Register

Juggling Conflicting Demands: The Case of the UK Financial Ombudsman Service - 24
Hours access

You do not currently have access to this article.

https://www.pmranet.org/login#/login?origurl=%node:current_encoded_url
javascript:;
https://www.pmranet.org/login#/login?origurl=%node:current_encoded_url
https://academic.oup.com/my-account/register?siteId=5479&returnUrl=http%3a%2f%2facademic.oup.com%2fjpart%2farticle-abstract%2f19%2f3%2f661%2f937114%3flogin%3dfalse
javascript:;
javascript:;
javascript:;
javascript:;
javascript:;
https://academic.oup.com/pages/get-help-with-access/recommend-to-your-librarian?journal=jpart
javascript:
https://academic.oup.com/jpart/Subscribe/CurrentYear
https://academic.oup.com/pages/purchasing
https://academic.oup.com/my-account/register?siteId=5479&returnUrl=https://academic.oup.com%2fjpart%2farticle-abstract%2f19%2f3%2f661%2f937114


EUR €53.00 GBP £44.00 USD $58.00

Rental

This article is also available for rental through DeepDyve.

https://www.deepdyve.com/lp/unpaywall/juggling-conflicting-demands-the-case-of-the-uk-financial-ombudsman-2vbSemuj0m?key=OUP

