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Thursday 5 July, 2012 

 

The situation 
 
Although Ulster Bank has said that the technical difficulty has been identified, 
it is taking longer than usual to clear the backlog in processing payments. 
Consumers’ salaries or benefits are not appearing on their balance and many 
consumers will not be able to access the funds in their account.  The balance 
they do see will most likely be incorrect at the minute.  
 
It is now the third week of this crisis and Ulster Bank has not confirmed when 
they will be operating a fully normal service for Northern Ireland customers.   
However, Ulster Bank has stated that they expect ‘gradual but significant and 
noticeable improvements’ through the remainder of this week.  It is their 
expectation that by Monday 16 July 2012 the ‘vast majority’ of consumers will 
return to a normal service.  
 
Ulster Bank has assured the Consumer Council and publicly stated that their 
customers who have incurred fees or charges as a result of this issue will be 
fully refunded in due course.  
 
 
What should consumers do?  

 

1. If consumers do experience difficulties or if they think that their account 

will be short of funds – they must telephone or call into any of the listed 

Ulster Bank branches to access emergency funds.  

2. Ulster Bank also have available a dedicated helpline number for 

consumers – 0800 231 232 and this is open from 8am to 10pm (if you 

cannot get through, please call the Consumer Council on 0800 121 

6022 or email us at info@consumercouncil.org.uk) 

3. To access their money customers should bring ID with them, bank 

details and their salary/wage/benefit slip.  

4. Consumers should behave responsibly – there is no point in taking out 

£2000 if you only have £200 in your account.  You will have to pay it 

back. 

5. When consumers are contacting the branch they should have details of 

any direct debits or standing orders due to come out of their account if 

they are concerned about these not going through. 

6. 42 branches of Ulster Bank will stay open from 9.30am to 7pm until 

Friday 6 July.  For a list of these branches please visit the Ulster Bank 

website.   

7. For most up to date advice and information go to Ulster Bank website 

www.ulsterbank.co.uk 

http://www.ulsterbank.co.uk/
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How to complain and ask for a refund 
 

Ulster Bank has confirmed that no customers will be permanently out of 

pocket as a result of the payments error. 

 

Ulster Bank was due to provide details of how to complain and ask for a 

refund last week.  They are still looking at this and the Consumer Council has 

urged them to make these details available urgently. 

 

Information you should record 

 

Until details emerge about how you can make a complaint and ask for a 

refund, there are certain things you can do if you have been impacted:  

 

 You should keep a note of any contact you have made or any documentary 

evidence showing how you have been impacted, in case it is required. 

 

 Take a note of all fees and interest that have occurred because a payment 

has not reached you on time. For example: 

 

 Unpaid fee for returned cheques or direct debits 

 Interest on an overdraft 

 Overdraft set up fee 

 Unauthorised overdraft fee 

 Late credit card payment fee and interest 

 Credit card cash withdrawal fee and associated interest 

 Mortgage default fee (missed a payment) 

 

 Write down the value of the payment and the date it was due. 

 Write a list of the various fees and charges you have incurred as a direct 

result of the payments error. 

 Get in contact with any 3rd party providers if you have incurred fees and ask 

them what they can do to help. 

 If they are not able to help, include a list of the fees so that you can send 

your complaint to Ulster Bank. 

 Once the process is confirmed, you will be able to ask for a refund for all 

the charges incurred. 

 

 

If you are not an Ulster Bank customer, but have been impacted: 

 In the first instance speak to your own bank or building society.  They 

will help resolve things as quickly as possible. 
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 If your situation is complicated it may need to be assessed on a case 

by case basis, but banks and building societies have pledged to do this 

as quickly as possible. 

 

 

Credit file amendments 

 

Ulster Bank states that it is working with credit reference agencies and other 

banks to ensure that customer credit ratings would not be affected. 

If you have missed payments because of the IT error you may find you have 

exceeded your agreed overdraft limit or incurred late payment fees from other 

lenders. 

It can take up to 7 days to report information to the agencies.  Therefore, it is 

unlikely that Ulster Bank unpaid items have been reported to them. 

Ulster Bank is now recommending that you wait until August to allow records 

to get back up to date.  At that point you can request a free credit check 

through a Credit Reference Agency.  Ulster Bank is making arrangements 

with the various agencies so that they can pay the cost of this check for their 

customers. 

More information on how Ulster Bank account holders can apply for a credit 

check free of charge will be posted as soon as it becomes available. 

Customers of other banks have been told to keep checking their credit 

records. 

If you want to check, you can contact one of the credit rating agencies 

(contact details below) to find out about your credit score.  Under the Data 

Protection Act 1998, you can get a copy of your own credit file to check what 

is in it for a fee of £2.   

 

If there is anything incorrect in your credit history report you can apply to the 

credit agencies to get it amended.  You must do this within 28 days of 

receiving the report and you will need to have proof that the entries are wrong. 

 

Experian Ltd 

Customer Support Advice Centre 

PO Box 1140 

Bradford 

BD1 5US 
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Equifax Plc 

Credit File Advice Centre 

PO Box 1140 

Bradford 

BD1 5US 

 

Callcredit Ltd 

One Park Lane 

Leeds 

West Yorkshire 

LS3 1EP 

 

 

 

What is the Consumer Council doing about this? 

 

The Consumer Council has asked Ulster Bank to provide a clear indication of 

timescale and resolution so that consumers can plan financially and be 

reassured. 

 

The Consumer Council has demanded that Ulster Bank publish a guide in 

plain English to help consumers follow the process to claim back any fees and 

charges they have incurred as a direct result of the IT error. 

 

The Consumer Council is appealing to other banks to deal with their 

customers with compassion and flexibility if they are now experiencing a ripple 

effect of Ulster Bank’s system failure. 

 

The Consumer Council will be monitoring the situation and will continue to 

represent consumers on this matter and ensure that they do not suffer 

detriment as a result of this error. 

 

 

If you are not happy 

 

If you are unhappy with service from your bank, or have received charges 

which were through no fault of your own over this issue, you should complain 

directly to them in the first instance.  

 

If you are not satisfied with their response you can take your complaint to the 

Financial Ombudsman Service (FOS). The FOS helps settle individual 

disputes between banks and their customers and it is completely impartial and 

free. Call 0800 0 234 567 or go to www.financial-ombudsman.org.uk 
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Switching bank account 

If you’re not happy with your provider, it’s straightforward to switch.  You can 

choose your new account by using comparison websites, picking up leaflets in 

local bank branches or reading reviews of bank accounts in the newspaper.  

Some banks offer substantial rewards to new customers but it’s wise to read 

all terms and conditions related to the reward.  If you rely on an overdraft 

facility check the list of fees and charges that would be applicable. 

 

The British Banker’s Association have produced a guide: ‘Switching your 

Personal Bank Account in Northern Ireland’ giving information on the steps 

taken to switch an account.  It is available on www.bba.org.uk 

http://www.bba.org.uk/

