
Ad
ve

r

Law & Policy / Volume 30, Issue 2 /  pp. 227-253

Accountability or Expectations Management? The Role of the Ombudsman in Financial

Regulation

First published: 19 March 2008

https://doi.org/10.1111/j.1467-9930.2008.00275.x

  Address correspondence to Sharon Gilad, Department of Management, King's College London, Franklin-Wilkins
Building, 150 Stamford Street, London, SE1 9NH, UK; Telephone: 44-207-8484486; E-mail: sharon.gilad@kcl.ac.uk.

I am indebted to the executive management team of the Financial Ombudsman Service and to several anonymous
interviewees for the generous hospitality that I was given, their time, and their invaluable insights into the
organization's work. Early versions of this article were presented at the O�ce of Fair Trading and the University of
Exeter GRIP seminar. I thank the participants of these seminars for their comments. I also thank Michael Barzelay,
Anneliese Dodds, Christopher Hood, Adam Lefstein, Adam Samuel, and three anonymous referees for their reading
and comments.

Abstract

REFERENCES 

Adler, Michael (2003) “A Socio Legal Approach to Administrative Justice,” Law & Policy 25: 323–53.

Allsop, J. (1994) “Two Sides to Every Story: Complainants’ and Doctors’ Perspectives in Disputes about Medical
Care in a General Practice Setting,” Law & Policy 16: 149–83.

SHARON GILAD

PDF

Current research of third-party complaint handling institutions evaluates their success in providing
redress and advancing service improvement. This focus is driven by a normative predisposition. In
contrast, this study is based on an inductive, ethnographic research of the UK Financial Ombudsman
Service. This inductive analysis is employed to develop hypotheses to guide future research on third-party
complaint handling. It is suggested that current literature may have overlooked the role of third-party
complaint handling schemes in managing what, from a professional point of view, are citizen-
consumers’ excessive expectations for redress. The normative implications of this tentative empirical
claim are further discussed.
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