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Complaints procedure – Consumer Credit Licence
Background

The Electrical and Electronics Industries Benevolent Association (EEIBA), Registered Charity No 1012131, Company Registration 2726030, has a Standard Licence (issued 22 February 2010) from the Office of Fair Trading under the terms of the Consumer Credit Act 1974.  

About EEIBA

Memorandum and Articles of Association (governing document) set out EEIBA’s objectives and powers, together with all other constitutional matters.  

The object for which the organisation is established is to relieve poverty and to provide assistance to those in need, who are engaged or have been engaged primarily in the electrical and electronics industries, allied industries and sciences and mechanical engineering and their dependants.

EEIBA seeks to achieve its charitable objectives by providing information and advice to families and individuals in need and by providing one-off grants, specialist equipment, regular financial support and loans in prescribed circumstances. 

EEIBA is able to make loans to individuals whose eligibility complies with the Memorandum and Articles of Association referred to above.  Welfare Guidelines and Operational Instructions set out the basis for all welfare activities.  Loans are normally provided to people of retirement age for property and related matters, secured by means of a Charge on their property.

Complaints handling procedure

If an individual has applied to EEIBA for a loan or has an existing loan and has a complaint about the matter, the complaints procedure is as follows:

1. Contact Head of Welfare (see Appendix I for contact details) to discuss the complaint and to resolve any issues.

2. If unsatisfied with the response from the Head of Welfare, a formal complaint 
in writing can be made to EEIBA’s Chief Executive (see Appendix I) setting 
out the issues of concern.  The Chief Executive will make written 
acknowledgement of the complaint within 7 days and will investigate the 
circumstances and reply in writing to the complainant within a further 28 days.

3.
If the complainant is dissatisfied with the Chief Executive’s response, the complainant may within 28 days of receipt of the Chief Executive’s reply, appeal further to the President of EEIBA (see Appendix I) in writing.  Written acknowledgement will be sent within 7 days.  He/she will seek to investigate the circumstances and reply to the complainant within a further 28 days.

Note:
The Financial Ombudsman Service is an independent organisation, set up by law to help resolve disputes between consumers and businesses (such as  EEIBA) that provide financial services.  The Financial Ombudsman Service may be contacted at South Quay Plaza, Marsh Wall, London E14 9SR.

APPENDIX I
Contact details for complaints

Head of Welfare

EEIBA

8 Station Parade

Balham High Road

London SW12 9BH





Tel: 020 8772 6965

Chief Executive

EEIBA

8 Station Parade

Balham High Road

London SW12 9BH





Tel: 020 8673 9829

The President
EEIBA

8 Station Parade

Balham High Road

London SW12 9BH





Tel: 020 8673 9829


