
 
  

Isle of Man 
Office of Fair Trading 

 
 

ANNUAL REPORT  
 

2015/16 
 

 
 

VERSION 1.0 
 
 



Page 2 of 27 

Version 1.0 

INDEX 
                Page  
 
FOREWORD BY THE CHAIRMAN      3 
 

INTRODUCTION BY THE CHIEF OFFICER     3 
 

OFFICE OF FAIR TRADING BOARD      4 
 

FINANCIAL SUMMARY         5 
 

STATEMENT OF INTERNAL CONTROL     6 
 

STAFFING          6 
 

CONSULTATIONS         7 
 

INFORMATION ACCESS REQUESTS      7 
 

 OVERALL PERFORMANCE AGAINST TARGETS    8 
 

OFT ACTIVITIES 
 

TRADING STANDARDS & CONSUMER PROTECTION 
    

          TRADING STANDARDS      11 
  CONSUMER ADVICE & DEBT COUNSELLING  13 
  REGISTRATION OF ARCHITECTS & ESTATE AGENTS 18 
  

FINANCIAL SERVICES 
    

FINANCIAL SERVICES OMBUDSMAN SCHEME  19 
  MONEYLENDERS       22 
  

COMPETITION & PRICING      24 
 

CENTRAL SERVICES       26 
 

SUMMARY OF ACTIVITIES              27 
      

       
Office of Fair Trading 

Government Building 
Lord Street 

Douglas 
Isle of Man 

IM1 1LE 
Tel: (01624) 686500 

Email: iomfairtrading@gov.im 
Website: www.gov.im/oft 

  

mailto:iomfairtrading@gov.im
http://www.gov.im/oft


Page 3 of 27 

Version 1.0 

FOREWORD BY THE CHAIRMAN 
 

      
 

 
 
 
 
 
 
 
 
 
 
 

 
 

INTRODUCTION BY THE CHIEF OFFICER 
 

        

In writing the 2015/16 Business Plan and gaining Board 
approval, I wanted to give real clarity to what we would aim to 
achieve.  It is therefore pleasing that this Annual Report shows 
that we have met most of the targets which we set out to 
achieve. 
 
The work of the OFT benefits every local resident, but much of 
that work is unnoticed – monitoring and enforcement of weights 
and measures legislation helps to ensure that the community 
can have confidence in purchases of everyday items such as  

food, drink and fuel.  Our experience is that the vast majority of local traders work hard 
to ensure compliance, but sometimes things can go wrong.  If they do, our enforcement 
action generally involves education and training and warnings; again these actions are 
“under the radar”. Where necessary, we can and will prosecute offenders. During the 
year, actions included securing convictions against an illegal moneylender (with a 
subsequent confiscation of almost £100,000 under the Proceeds of Crime Act 2008) and 
against a local garage that charged for work it did not undertake.  Whilst these actions 
have been time consuming, the results have been very worthwhile. 

     

        Mike Ball 

                                                                                                   Chief Officer 

As Chairman of the Office of Fair Trading (OFT), I am very pleased 
to be able to report on another challenging but successful year. 
 
Without doubt the most significant accomplishment of the year was 
the introduction of formal regulation of the gas market. The 
Regulatory Agreement fixes the profits of Manx Gas at a level that is 
fair and leaves the company free to run its business in a commercial 
manner. In this way, we have achieved fair prices for consumers 
without the major cost to tax payers of a complex regulatory regime. 
We have already seen decisions by Manx Gas, which were required 
to comply with the Regulatory Agreement, which will result in cost 

savings for consumers close to £1 million in 2016 alone. 

This is just one example of what we have achieved by working with business in key 
markets which really matter to local consumers.  We carefully monitor the markets for fuel 
and heating oil to ensure that prices are fair, and that the additional cost of fuel in the 
Island is a fair reflection of the costs imposed on the businesses by the Island situation. 
 
As a Statutory Board of Tynwald, the OFT is sufficiently remote from Government to be 
able to work with businesses under commercial confidentiality, to ensure that consumers 
get a fair deal.  
 
Finally, I would like to thank my fellow Board Members for their support and the staff of 
the OFT for all of their hard work. 
                                                                                          David Quirk MHK 
                                                                                                         Chairman 
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OFFICE OF FAIR TRADING BOARD 
 
Policy within the OFT is agreed by a Board which is constituted under the Board of Consumer 
Affairs Act 1981 and receives much of its powers from the Consumer Protection Act 1991.  The 
Board comprises: 
 

 a  Chairman, who shall be a member of Tynwald;  
 

 a  Vice-Chairman, who shall be a member of Tynwald; and 
 

 three persons, not being members of Tynwald, capable of representing consumers in 
relation to the functions of the Board. 

 
 

Members for 2015/16 were: 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
During 2015/16, there were 12 regular meetings of the Board and 1 extraordinary meeting.  Costs 
associated with the Board were very close to the budget of £24,349, with expenditure amounting 
to £24,819 for the year.  Members’ attendance at Board meetings was as follows: 
 

 
Name 

 
Regular Meetings 

 
Other Meetings 

 
Attendance Rate 

Possible Actual Possible Actual 
 

Mr D J Quirk MHK 12 11 1 1 92% 

Mr C C Thomas MHK 1 1 0 0 100% 

Mr C G Corkish MBE MLC 9 8 1 1 90% 

Mrs V Davies 12 10 1 1 85% 

Mrs C Convery 12 12 1 1 100% 

Mrs J Bridson (formerly Baker) 12 10 1 1 85% 

 

Mr D J Quirk MHK 
Chairman 

 

Mr C C Thomas MHK             Mr C G Corkish MBE, MLC 
Vice-Chairman until May 2015                          Vice-Chairman from July 2015 

 
Mrs V Davies       Mrs C Convery        Mrs J Bridson 
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FINANCIAL SUMMARY 
 
 
The net year-end financial position of the OFT for 2015/16 was under budget.  Expenditure was 
under budget and income exceeded the budget.  In summary, figures are as follows: 
 

  
Budget 

 
Actual 

 

 
Difference 

 
Gross Expenditure 
 

 
£757,650 

 
£697,792 

 
£59,858 

 
Budgeted Income 
 

 
£45,650 

 
£58,240 

 
£12,590 

 
Net Expenditure 
 

 
£712,000 

 
£639,552 

 
£72,448 

 
 
Within the published Isle of Man Budget, the costings for the OFT are broken down into 3 sub-
headings: Central Services, Board Costs and all other sections combined as Operations.  
Within this Report, effort is made to allocate resources against specific functions in more detail in 
terms of both the staff deployed (expressed as ‘full time equivalents’ (fte)) and the budget 
expended.  These figures are approximations because members of staff are, in general, deployed 
flexibly across a number of functions.  For example, the work of the Chief Trading Standards 
Officer includes activity in Trading Standards, Registration of Architects and Estate Agents, 
Financial Services Ombudsman Scheme and Moneylenders Registration; and so within this Report 
his time has been costed to each of these areas.  Staff costs include not only salaries, but also 
ancillary expenses such as employer’s NI and training costs. 
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STATEMENT OF INTERNAL CONTROL 
 
As a part of the development of the Statement of Internal Control for the OFT, each section 
manager has made an assessment as to whether a high-level assurance can be given in each of 
the following key operating risk areas.  Their high-level assessment is shown in the table below: 
 

 
 
 
NOTE: A score of 1 indicates compliance and a score of 0 indicates a need for improvement (although that improvement may only be 
required within 1 sub-category of a range of several criteria). 

 
 

STAFFING  
 
Whilst the OFT has a nominal staffing ‘establishment’ of 16 full-time-equivalent (or fte) staff, the 
year saw the OFT running with an actual 14.11 fte.  Breakdowns of staff by section are included 
through this report. 
 
The opportunity arose during 2015/16 to consider the staffing structure when the Advice Centre 
Manager was successful in gaining a new post elsewhere in Government.  The structure of the 
Trading Standards and Consumer Advice & Debt sections were altered to facilitate the recruitment 
of a trainee to the new post of Assistant Trading Standards Officer which was converted from the 
Advice Centre Manager.  An appointee is now in-post and has commenced supported training as a 
professional Trading Standards Officer.  The purpose of this is to support succession planning 
within our small team of qualified Trading Standards Officers. 
 
During the year, our Competition & Pricing Executive was successful in being offered a limited-
term secondment within Government for career advancement purposes.  A new appointment has 
been made on a limited-term basis to ensure that the necessary staffing resource remains 
available in this important area of the OFT. 
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CONSULTATIONS 

 
During the year, the OFT completed four public consultation exercises:- 
 

 Consultation on the Proposed Non-Resident Traders (Licence Fees) Regulations 2015 
 

 Consultation on Proposed Consumer Safety Regulations Prohibiting Sales of Sky Lanterns in 
the Isle of Man 
 

 Consultation on the Proposed Consumer Protection (Amendment) Bill 2015 
 

 Extension of Financial Services Ombudsman Scheme to include crowdfunding. 
 
Details of the outcomes of these consultations can be found at:- 
 

https://www.gov.im/oft/consultations.gov?menuid=16918&type=closed 
 
 
 
 
 
 

INFORMATION ACCESS REQUESTS 

 
During the year 2015/16, the OFT received no requests for information under the Code of Practice 
for Access to Government Information.   
 
The OFT received one Data Subject Access Request under the Data Protection Act 2012.  The 
requested information was provided within the time limits set out in the Act. 
 
 
  

https://www.gov.im/oft/consultations.gov?menuid=16918&type=closed
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OVERALL PERFORMANCE AGAINST TARGETS 
 
 

BUSINESS PLAN TARGET STATUS COMMENTS 

FINANCIAL 
    

Achieve the Gross Budget 

  
 Achieved 

Achieve the Net Budget 

  
 Achieved 

TRADING STANDARDS 
    

Conduct a risk assessment of the Island’s 
businesses with 100% of those identified 
as being ‘high risk’ to be visited and at 
least three projects to be undertaken 
involving visits to and/or advice being 
given to those identified as being 
‘medium risk’.  
   

 Achieved 

Each of the ‘top ten’ local businesses in 
terms of consumer concerns recorded 
during the preceding year to be the 
subject of targeted action aimed at 
improving standards. 

  

Achieved, although in practice we 
have modified the target, taking 
account of not only numbers of 
complaints, but numbers relative to 
size of operation and the seriousness 
of the complaints  

Undertake at least thirty educational 
visits to reinforce compliance with the 
age restriction on sales of cigarettes. 
   

Achieved 

Continue to actively target those who 
knowingly trade unfairly. 

  

Achieved 

Maintain the Manx Standards of Weights 
and Measures and their traceability to 
international standards  
   

Achieved 

Introduce the Consumer Protection 
(Amendment) Bill into the Branches by 
December 2015    
                                                                                                                                     

Achieved 

Produce an action plan to enhance the 
protection of customers from 
misrepresentation by "cowboy builders" 
and consult on any secondary legislation 
by September 2015 
   

Achieved in October 2015. 
Consultation on proposals in Q2 
2016/17 
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BUSINESS PLAN TARGET 
S 
STATUS 

TATUS 

CCOMMENTS 

CONSUMER ADVICE & DEBT 
COUNSELLING 

    

Ensure that all enquiries and complaints 
are acknowledged within three working 
days of receipt. 
   

 Achieved 

Ensure that 75% of consumer advice 
enquiries and complaints are concluded 
within 14 days of receipt. 
   

 Achieved 

Ensure that the time between the initial 
contact for Debt Counselling and the first 
meeting to review budget is within 10 
working days in 90% of cases and within 
15 working days in 100% of cases. 
   

 Achieved 

At least eight educational presentations 
to community groups. 

  

Exceeded.  

At least 18 media releases of significance 
to the wider community 

  

Exceeded.  

FINANCIAL SERVICES OMBUDSMAN 
SCHEME     

Acknowledge new complaints within 
three working days of receipt. 

  

 Achieved 

Action correspondence within 20 working 
days. 
   

 Achieved 

Close 75% of complaints within six 
months. 
   

 Achieved 

Complete a customer and supplier survey 
and publish the results in the Annual 
Report of the Scheme 
   

Achieved 

REGISTRATION OF ARCHITECTS & 
ESTATE AGENTS     

Second stage consultation on the 
Property Agents Bill by November 2015 

  

Bill removed from the Legislative 
Programme for the current 
administration by Council of Ministers 

Property Agents Bill introduced into the 
Branches by February 2016 

  

See above 
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REGISTRATION OF MONEYLENDERS 
    

Acknowledge new applications within 
three working days of receipt. 

  

Achieved  

Complete negotiation with Treasury and 
FSC in relation to the proposed transfer 
of responsibility for moneylending to FSC 

  

Delayed by the amalgamation of FSC 
& IPA to form a new FSA. In the 
overall priorities following the merger 
this does not feature; although it 
remains important to OFT.  Now likely 
to be achieved late 2016 or early 
2017 

COMPETITION & PRICING 
    

Submit drafting instructions for 
Competition Bill to Council of Ministers by 
October 2015 

  

Target achieved, but the drafting of 
the Bill is now stalled due to 
prioritisation of drafting resources 
within the Government Legislative 
Programme 

Develop in conjunction with Treasury and 
Manx Gas Ltd., the analytical tools 
necessary to enable the OFT to meet its 
obligations under voluntary regulation   

Achieved 
  

All investigations completed within six 
months.   

Achieved 

Continue to collect publish and monitor 
comparative pricing data for domestic 
heating fuel, road fuel and travel   

Achieved 

 
 
 
 

 

 

KEY 
  

Target Achieved 
  

 
Target Likely to be Achieved 

  
 Target Partly Achieved or Achieved 

Late   
 Target Likely to be Partly Achieved 

or Achieved Late   
 Target Not Achieved or No Longer 

Achievable   
 

Target Unlikely to be Achieved 
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OFT ACTIVITIES 
TRADING STANDARDS 

 
 

WE SAID 
 

we would: 
 

 continue to undertake the enforcement of legislation based on risk assessment and 
intelligence to ensure that consumers are protected.  Particular attention will be focussed 
on those operators who target vulnerable members of society.  The aim is to ensure that 
scarce resources are genuinely targeted at the real priorities and that enforcement activity 
is always proportionate to risk; 
 

 seek to make progress in relation to a small number of “cowboy builders” who prey on 
vulnerable and frail members of society who inherently make reluctant and less reliable 
witnesses.  Current legislation means that enforcement action is only possible after the 
event, when there is already a victim.  The OFT will support proposals to introduce 
legislation to ban cold calling which will go some way towards disrupting the activities of 
criminals and will create a victimless offence. 

 
 

WE DID 
 
 

All premises or businesses identified as being ‘high risk’ were visited on at least one occasion. 
 
The keeping of petrol or fireworks was authorised at ‘high risk’ premises, including, amongst 
others, petrol stations, petrol can stores, shops storing fireworks and the pit lane during the 
motorcycle races.  Before the requisite licences were issued, each of the premises concerned was 
inspected to assess compliance with the relevant legislation, the purpose of which is to prevent 
fire, explosion or personal injury.  
 
In addition, all other premises or businesses identified as being ‘high risk’, i.e. weighbridges, the 
three major suppliers of domestic oil and the largest supermarkets, were inspected to assess 
compliance with the relevant trading standards legislation, e.g. weights and measures legislation. 
No major problems were found at any of the ‘high risk’ premises or businesses concerned. 
 
Visits were undertaken at second hand and charity shops, post offices and licensed premises to 
establish their levels of compliance.  Whilst no major problems arose it was clear that such 
businesses need to be given relevant advice and then visited on a more regular basis, staffing 
levels permitting. 
 
Each of the ‘top ten’ local businesses in terms of consumer concerns recorded during the 
preceding year that could be visited were visited on at least one occasion.  These visits are 
mutually beneficial, mainly through an ongoing dialogue being established, and are ultimately of 
benefit to consumers, as the local businesses involved are made aware of consumers’ concerns. 
 
Over thirty educational visits were undertaken to reinforce compliance with the age restriction on 
sales of cigarettes. 
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The on-going project targeting “cowboy builders” will be bolstered by the Consumer Protection 
(Amendment) Act 2016 coming into force on 1st June 2016 as this effectively bans cold-calling, a 
tactic often used by unscrupulous traders.  
 
In addition to the targets, 59 licences were issued to non-resident traders who were either selling 
or buying goods in the Island.  These licences were only issued after checks had been carried out 
to confirm that the traders concerned were fit and proper.  Most of the licences were issued to 
traders selling goods at the major motorcycle events or at a continental market held in Douglas in 
August.  None of the licensed traders caused any major problems. 

 
Prosecutions are a last resort and are not taken lightly, as they must be in the public interest.  
Other enforcement tools such as warning letters, enforcement notices and formal cautions are 
often used when education fails, or specific advice is not heeded.  An illegal moneylender was 
fined £2,000 and ordered to pay costs of £500 after pleading guilty to operating an illegal 
moneylending business in contravention of the Moneylenders Act 1991.  The illegal moneylending 
business was also investigated by the Financial Crime Unit under the Proceeds of Crime Act 2008 
and it was declared in Court that the moneylender had benefited from the proceeds to the value of 
£99,117.  This sum was made the subject of a confiscation order, with a custody term of two 
years in default.  The combined prosecution and confiscation of the proceeds demonstrates how 
seriously the OFT and the Financial Crime Unit take illegal moneylending. 
 

 

TRADING STANDARDS - RESOURCES FOR 2015/16 
 

 

 
 
 

  

 Business Plan Actual 

 
Staff Costs 

 
£173,481 

 

£156,251 

 
Other Costs 

 
£38,428 

 

£39,497 

 
Gross Expenditure 

 

 
£211,909 £195,748 

 
LESS Income 

 

 
£37,050 

 
£47,826 

 
Net Expenditure 

 

 
£174,859 £147,922 

 
Staffing 

 

 
3.75 fte 3.49 fte 
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OFT ACTIVITIES 
CONSUMER ADVICE AND DEBT COUNSELLING 

 
WE SAID 

 
we would: 

 
 continue to act as the public face of the OFT, both within the office and also going out into 

the community to advise and educate consumers; 

 continue to provide high quality effective advice to consumers both through their 
understanding of relatively complex issues surrounding consumer law and by offering 
advice as to problem resolution; 

 act as the “eyes and ears” of Trading Standards, and provide intelligence that leads to 
enforcement action; 

 continue to provide a high quality responsive Debt Counselling service to customers. 

 
 
 
 

WE DID – CONSUMER ADVICE 
 
A total of 1,792 consumer concerns were reported to the OFT in 2015/16.  
 
The figures for the past five years are shown in the chart below: 
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The table below shows the top public concerns recorded in 2015/16: 
 

Concern Number  %   

Home maintenance, repairs & improvements  196 11 

Tenancy advice 189 11 

Second-hand cars 181 10 

Scam or possible scam 175 10 

Money advice 93 5 

Gas                         72 4 

Large white goods & major fixed appliances 61 3 

Mobile phones inc. services  56 3 

Car repairs & servicing 55 3 

Clothing & clothing fabrics 44 2 

 
 
During the year, we issued six warnings concerning current scams and how to avoid scams in 
general.  These were often followed up with media interviews.  This work appears to be paying 
off, as there was a significant drop in the number of concerns raised with the OFT about scams, 
from 224 in 2014/15 to 175 in 2015/16.  ‘Scams’ also dropped from top place in 2014/15 to fourth 
place in 2015/16 in the list of top public concerns.  We cannot afford to be complacent though, as 
scams are becoming more and more sophisticated and harder to spot, even for the wary 
consumer; let alone more vulnerable members of society.  Most of these scams emanate from 
outside the Island (both the UK and increasingly from abroad) and the OFT continues to work 
closely with authorities in the UK to share intelligence.   
 
As far as home improvements are concerned, whilst there was a drop in the number of concerns 
from 218 in 2014/15 to 196 in 2014/15, it is obvious that consumers are still experiencing 
problems with rogue traders.  Indeed, home improvements took top place in 2015/16 in the list of 
public concerns.  With this in mind, we will continue to work with other parts of Government,  
including other enforcement authorities, and organisation such as the Isle of Man Construction 
Federation, which administers the Manx Accredited Contractors Certification Scheme (known as 
MACCS), to enhance protection for consumers by raising standards in the home improvement 
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sector.  As already stated in this report, the on-going project targeting “cowboy builders” will be 
bolstered by the Consumer Protection (Amendment) Act 2016 coming into force on 1st June 2016 
as this effectively bans cold-calling, a tactic often used by unscrupulous traders. 
 
The information collected by the Consumer Advisers provides the Trading Standards Service with 
vital intelligence which enables informed decisions to be made concerning enforcement action.  For 
example, much of the intelligence supporting the ongoing project targeting “cowboy builders” is 
provided by the Consumer Advisers.   
 
We continue to raise awareness of consumer rights through media releases, radio programmes 
and via presentations to community groups.   

 

 
WE DID – DEBT COUNSELLING 

 
In the context of this report “debt” only includes those debts managed by the Debt Counselling 
Service.  These may include ‘priority’ and/or ‘non-priority’ debts.  Priority debts are those where 
non-payment can result in clients losing their liberty, homes, essential services or essential goods - 
for example, mortgage arrears, rent arrears, debts owed to utility providers and debts on hire-
purchase agreements. 
 
We assisted 164 new clients during 2015/16, compared to 129 in 2014/15.  
 
The total debt managed increased slightly from £1,970,240 in 2014/15 to £2,010,161 in 2015/16.  
 
The average debt per client (both secured and unsecured) actually decreased from £15,273 in 
2014/15 to £12,257 in 2015/16.   
 
 
Comparisons with previous years are shown in the chart below: 

 

 
 

191 194 
179 

158 
150 

166 

129 

164 

0

50

100

150

200

250

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16

Number of New Clients 



Page 16 of 27 

Version 1.0 

In 2015/16, 30% of the total debt managed was owed to credit card companies.  Credit cards 
perennially account for the highest percentage of the total debt managed. 
 
The chart below shows the most common debts as reported by clients in 2015/16: 
 

 
The most common trigger of financial problems in 2015/16 was, again, bad budgeting.  This is 
perennially the most common trigger for financial problems.  The chart below shows the triggers 
of financial problems as reported by clients during 2015/16: 
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Clients who are tenants in rented accommodation, whether privately owned or local authority 
owned, remain the largest proportion of clients assisted, representing 71.3% of those assisted in 
2015/16.  
 
We continue to proactively promote the debt counselling service to encourage those living with 
serious debt to seek advice.  
 
The Council of Ministers is furnished with a relevant statistical analysis of the debt counselling 
service on both a quarterly and an annual basis; and this forms part of a wider economic 
assessment. 

 
 

CONSUMER ADVICE & DEBT COUNSELLING - 
RESOURCES FOR 2015/16 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Business Plan Actual 

 
Staff Costs 

 
£77,298 

 

£74,583 

 
Other Costs 

 
£1,952 

 
£2,503 

 
Gross Expenditure 

 

 
£79,250 £77,086 

 
LESS Income 

 

 
- 
 

- 

 
Net Expenditure 

 

 
£79,250 £77,086 

 
Staffing 

 

 
2.3 fte 2.43 
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OFT ACTIVITIES 
REGISTRATION OF ARCHITECTS & ESTATE AGENTS 

 

WE SAID 
we would: 
 

 undertake a second stage consultation on the proposed Property Agents Bill; 
 

 introduce the Property Agents Bill into the Branches. 
 

WE DID 
 

Progress on the Bill has been hampered by conflicting Government priorities within the wider 
legislative programme.  In addition the Bill, once drafted, was intended to be progressed alongside 
the Landlord and Tenant (Private Housing) Bill being promoted by the Department of Health and 
Social Care.  The slow progression of that Bill, including its reference to a House of Keys 
Committee resulted in delays to our own Bill. 
 

It became clear to the Council of Ministers that, given the limited drafting resources and the 
limited time before the House of Keys was to be dissolved prior to the 2016 General Election, it 
would be necessary to prioritise at Government level.  Unfortunately, the Property Agents Bill was 
not included in the priority list for immediate progression and as a result, all work on the Bill 
ceased.  
 

It will be noted that this section is over budget for the year.  For the first time in over a decade, 
the OFT found it necessary to refer a matter to the Estate Agents Tribunal; and this unbudgeted 
expenditure relates to the initial costs of that Tribunal on a case that commenced in 2014/15 and 
concluded in 2015/16. 
 

REGISTRATION OF ARCHITECTS & ESTATE AGENTS 
RESOURCES FOR 2015/16 

 

 

   
 Business Plan Actual 

 
Staff Costs 

 
£10,844 

 

£10,775 

 
Other Costs 

 
£217 

 
£2,599 

 
Gross Expenditure 

 

 
£11,061 £13,374 

 
LESS Income 

 

 
£2,600 

 
£1,690 

 
Net Expenditure 

 

 
£8,461 £11,684 

 
Staffing 

 

 
0.3 fte 0.26 fte 
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OFT ACTIVITIES  
FINANCIAL SERVICES OMBUDSMAN SCHEME 

 
 

WE SAID 
we would: 
 

 continue to provide a high quality responsive service to customers; 
 
 

WE DID 
  
During 2015/16 the OFT received 533 contacts with regard to the Financial Services Ombudsman 
Scheme (FSOS), which resulted in 262 formal complaints to the Scheme.  The complaints related 
to the following services:- 
 

 
 
 
 
The residence of complainants was as follows:- 



Page 20 of 27 

Version 1.0 

 

 
 
 
During the year, four cases were referred to one of the Scheme’s Adjudicators for formal 
determination of the complaint.  The role of the adjudicator is to provide formal investigation and 
determination of those complaints which have not been resolved through conciliation or mediation.   
Two of the complaints were not upheld, whilst another case was withdrawn by the complainants 
before a final determination was issued.  The remaining case was referred to the Senior 
Adjudicator and was still under consideration at 31st March 2016.   

 
 

During 2015/16, in conjunction with Financial Services Authority, we undertook a public 
consultation on the extension of the FSOS to cover the newly regulated activity of Crowdfunding. 
As a result the Board made the Financial Services Disputes (Definition) (Amendment) Order 2016 
which came into effect on 1st May 2016. 
 
To enable us to assess how effective the FSOS is, the OFT has conducted a survey of all 
complaints to the FSOS whether this was to make an enquiry or the submission of a formal 
complaint.  In addition, each supplier, about whom a complaint was received during 2015/16, has 
also received a survey form.  The final date for responses to the survey is 16th May 2016. 
The result of the survey will be published in the FSOS Annual Report due later in the year.   
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FINANCIAL SERVICES OMBUDSMAN SCHEME 
FSOS - RESOURCES FOR 2015/16 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

 Business Plan Actual 

 
Staff Costs  

 
£119,571 

 

£118,464 

 
Adjudicator Costs 

 

 
£30,000 £16,256 

 
Other Costs 

 
£3,727 

 

£4,210 

 
Gross Expenditure 

 

 
£153,298 £138,930 

 
LESS Income 

 

 
- 
 

£350 

 
Net Expenditure 

 

 
£153,298 £138,580 

 
Staffing 

 
2.8 fte 2.75 fte 
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OFT ACTIVITIES 
REGISTRATION OF MONEYLENDERS 

 
WE SAID 

 
we would: 
 

 continue to work with the Financial Supervision Commission in progressing legislation which 
will allow it to assume the responsibility for ensuring that all moneylenders on the Island 
comply with anti-money laundering requirements; 
 

 

WE DID 
 
On 1st April 2016 there were 53 businesses registered with the OFT as moneylenders under the 
Moneylenders Act 1991.  During the year nine new applications were received and 16 registrations 
were discontinued, leaving a total of 46 registered moneylenders at the year end.  
 
Eight of the newly registered moneylenders operate in the peer to peer lending sector on the 
Island, entering the market as either direct lenders or brokers connecting lenders and potential 
borrowers. 
 
The Moneylenders (Exempt Persons and Exempt Transactions) Regulations 2013 which limits the 
scope of the Moneylenders Act 1991 (‘the Act’) to those businesses lending to consumers 
continues to impact upon registrations, with seven registrations being discontinued as a result of 
the revised legislation.  Five further registrations were withdrawn due to the decline of the payday 
lending market worldwide 
 
During the year the OFT continued to be  involved, at a corporate level, in both the preparation of 
the National Risk Assessment for Anti Money Laundering (AML),Combatting the Funding of 
Terrorism (CFT) and in the preparation of the Island for inspection by MONEYVAL in relation to its 
AML/CFT regime.  Again, this was a significant piece of work which is reflected in the actual 
resources applied to this area. 
 
The OFT welcomed the introduction of the Designated Businesses (Registration and Oversight) Act 
2015 (‘DBRO Act’) which came into force on 26th October 2015.  The DBRO Act places 
responsibility on the Financial Services Authority (‘FSA’) for the oversight of the adherence of 
certain businesses, including moneylenders, to the Island’s Anti Money Laundering and Countering 
the Finance of Terrorism legislation.  
 
In order to comply with the legislation all moneylenders, whether registered with the OFT or not, 
are required to register with the FSA.  Compliance with the DBRO Act is viewed by the OFT as a 
positive indicator of a moneylender meeting the ‘fit and proper’ test required by the Moneylenders 
Act 1991.  Therefore compliance with the DBRO Act will be a condition of registration as a 
moneylender.  
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REGISTRATION OF MONEYLENDERS 
RESOURCES FOR 2015/16 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

  

 Business Plan Actual 

 
Staff Costs 

 
£13,786 

 

£19,919 

 
Other Costs 

 

 
£317 £486 

 
Gross Expenditure 

 

 
£14,103 £20,405 

 
LESS Income 

 

 
£6,000 

 

£8,000 

 
Net Expenditure 

 

 
£8,103 £12,405 

 
Staffing 

 

 
0.3 fte 0.4 fte 
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OFT ACTIVITIES 
COMPETITION AND PRICING 

 
WE SAID 

we would: 
 

 monitor compliance with the terms of the Gas Regulation Agreement. 
 

 continue to monitor prices in areas of key public concern and in particular, to undertake 
formal price investigations pursuant to section 19 where required and investigate potential 
anti-competitive practices.   
 

 undertake at least one major investigation if there was reasonable cause to do so. 
 

 develop and gain approval to a policy framework for competition to underpin drafting 
instructions for a Competition Bill to replace Part 2 of Fair Trading Act 1996. 

 
 

WE DID 
 
The OFT, in partnership with the Treasury and the Department of Economic Development, signed-
up to the new Regulatory Agreement with Manx Gas in April 2015.  This agreement caps the 
Return on Capital Employed (ROCE) at 9.99% and its effectiveness was backdated to 1st January 
2015.  We have therefore now completed the first full year of Regulation, during which the OFT 
has been scrutinising financial data and monitoring to ensure compliance with the terms of the 
Agreement.   
 
Towards the end of 2015, Manx Gas expressed its intentions to restructure its system of charging, 
so that standing charges more accurately cover the cost of the gas network.  The new system of 
‘bandings’, coupled with reductions in tariff charges, aimed to ensure that the majority of 
customers would see minimal impact to their billing over a full year.  The OFT worked in close 
liaison with the company to confirm this assurance and that the restructure would therefore be 
revenue-neutral, i.e. that additional profits would not be generated, to the detriment of 
consumers.   
 
The impact of the Regulatory Agreement has already been felt.  Manx Gas has reduced its gas 
tariffs by 3.5% from 1st January 2016 and then by another 3.5% from 1st April 2016.  These 
reductions were necessary to aim to ensure that Manx Gas keeps within its permitted profit level 
for 2016.  In addition, during 2015, Manx Gas exceeded its permitted profit level of 9.99% ROCE 
and as a result, a regulatory rebate will be applied to consumer invoices. 
 
Road fuel prices have been falling as international oil prices have reduced.  Whilst there are 
unfortunately factors which mean that Manx road fuel prices will be higher than the lowest to be 
found in mainland UK, the OFT has continued to scrutinize the local market and collect data on a 
weekly basis, to ensure that the reductions in input costs have been passed on to Manx 
consumers, and that local oil companies and forecourts have not profiteered as a result of the 
reduction in global demand. 
 

Over the course of 2015/16, there has been public debate in regard to alternative forms of energy 
use for central heating.  An annual domestic heating fuel publication, as well as a monthly 
schedule is produced, not only highlighting the prices of fuel and providing consumers an 
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indication of the cost per useful kWh, but including prices over the previous decade.  This provides 
consumers additional information if they wish to consider making changes to their central heating 
arrangements.  
 
In regard to investigations, the OFT completed a Section 9 competition investigation into potential 
collusive tendering between tenderers for Government stonework contracts.  The report concluded 
that aspects of the interaction that took place between the companies concerned in the 
investigation was anti-competitive.  However, it was at the low end of the scale of severity and 
there was no financial detriment to the Government.  
 
A short guide for the public sector into Competition Law in the Isle of Man was produced in order 
to help avoid anti-competitive practices.  Where public and private bodies compete in mixed 
markets, it is important to ensure that there is a level playing field and that a public entity should 
not have an advantage simply because it is Government. 
 
Historically, when there has been a major public concern in a market, the OFT would raise its 
concerns to the Council of Ministers which would make a decision as to whether or not to proceed 
with an investigation.  During 2015/16, a Transfer of Functions Order was made, which allows the 
OFT, rather than Council, to make a decision to undertake an anti-competitive practices 
investigation under the Fair Trading Act 1996.  This means that the OFT is free to act on its own 
initiative. 
 
Over the course of 2015/16 and since the Council of Ministers decision approving a review of 
competition policy, the Competition and Pricing Section has produced drafting instructions for the 
preparation of new competition legislation to replace Part 2 of Fair Trading Act 1996. 
Unfortunately, the Council of Ministers faced a situation where the drafting resources and the 
amount of legislative time prior to dissolution of the House of Keys prior to the 2016 General 
Election were inadequate to enable delivery of the full programme within the life of the current 
administration.  Council was forced to prioritise and the Competition Bill was not included in the 
shortened programme. 
 

COMPETITION AND PRICING 
COMPETITION & PRICING - RESOURCES FOR 2015/16 

 

 
 
 

 

OFT 

 Business Plan Actual 

 
Staff Costs 

 
£96,312 

 

£96,407 

 
Other Costs 

 
£10,877 

 
£2,767 

 
Gross Expenditure 

 

 
£107,189 £99,174 

 
LESS Income 

 

 
- 
 

- 

 
Net Expenditure 

 

 
£107,189 £99,174 

 
Staffing 

 

 
2.25 fte 2.18 fte 
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ACTIVITIES  
CENTRAL SERVICES 

 
The Central Services team oversees and facilitates all of the other activities of the OFT.  Its role 
over the year has included the provision of services to the Board and the Chairman, the financial 
management of the OFT, ensuring compliance with statutory requirements and corporate 
governance, business planning, dealing with OFT business in both Tynwald and the Branches 
(including primary and secondary legislation and questions); and the general administration of the 
OFT, its office and the support services needed to make it function effectively. 
 
 
 

CENTRAL SERVICES - RESOURCES FOR 2015/16 
 

 
 
 
 
 
 
 
 
 
 
 

  

 Business Plan Actual 

 
Staff Costs 

 
£150,158 

 

£123,837 

 
Other Costs 

 
£6,333 

 

£4,420 

 
Gross Expenditure 

 

 
£156,491 £128,257 

 
LESS Income 

 

 
- 
 

£374 

 
Net Expenditure 

 

 
£156,491 £127,883 

 
Staffing 

 

 
3.1 fte 2.60 fte 
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Central Services Chief Officer/Accounting Officer; 
Services to the Board; 

Corporate Governance;  
Financial Management; 

Business Planning; 

Legislation; 
Administration. 

 

 
Competition and Pricing 

 
Competition or Pricing Investigations under the Fair Trading Act 1996; 

Monitoring trading practices in relation to competition and pricing; 
Monitoring consumer issues and concern. 

 

 
Trading Standards 

 
Consumer Protection (not exhaustive): 

 Weights and measures (including maintenance of the Manx 

Standards) 
 Safety of consumer goods (e.g. toys, electrical goods, furniture 

and furnishings) 

 Rogue traders 

 Age-restricted sales 

 Timeshare 

 Cinematograph exhibitions 

 Shop opening hours 

 Price marking 

 Trade marks 

 Tobacco advertising 

 Trade Descriptions 

 Auctions 

 Unsolicited goods & services 

 Misleading prices 

 Misleading advertisements; 

Registration: 
 Moneylenders 

 Estate Agents 

 Architects 

 Suppliers of video recordings; 

Licensing: 

 Non-resident traders  

 Chapmen  

 Dangerous goods (safe storage of fireworks on retail premises)  

 Dangerous Goods (safe storage of petrol). 

 

 
Consumer Advice 

 
Consumer Advice; 

Debt Counselling;  
Consumer Education. 

 

 
Financial Services Ombudsman 

Scheme 

 
Mediation of cases; 

Adjudication of cases by Adjudicators independent of the Office. 

SUMMARY OF OFT ACTIVITIES 


