
 
 
Tuesday 26 June, 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.  
 
Ulster Bank has stated that it could be the beginning of next week before they 
are operating a normal service once again.  
 
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 

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. 32 branches of Ulster Bank (listed on the Ulster Bank website) will stay 
open until 7pm each evening for the rest of this week.  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 

 
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 
 


