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complaint

Mr G and Miss B complain that National Westminster Bank Plc has defaulted their accounts.

background

Mr G and Miss B said that NatWest told them it was removing the overdraft facilities from 
their two joint accounts. They entered into a repayment agreement, and stuck to it. But then 
NatWest applied a default. Mr G and Miss B said that NatWest hadn’t warned them it was 
going to do this. And the accounts stopped working when Mr G was a long way from home, 
so he had a very long trip to get access to money.

NatWest said that it started writing to the couple about their accounts in December 2016. It 
was concerned about how the accounts were being managed. Mr G got in touch in January 
to say he would be making payments into both accounts, but the overdrafts weren’t paid off. 

NatWest tried to contact the couple to discuss the debts after this, but it had trouble reaching 
them. As it wasn’t able to discuss their accounts with them, it sent them a notice of default at 
the end of February, and a formal demand to pay back the overdrafts at the end of March. 

Miss B spoke to NatWest at the start of April. She said that their financial position would 
improve soon. NatWest agreed a plan with the couple to tackle the debt.

NatWest moved all the debt onto one account so the couple could use the other one. And it 
agreed to make a consolidation loan to them. It wanted the couple to make payments 
towards their debt for six months first, to make sure a loan would be affordable for them. 

After a small hiccup, the first payment was made at the start of May. The repayments ended 
at the end of September, but when NatWest tried to contact the couple to complete the 
consolidation loan, they didn’t respond. Because the couple weren’t sticking to the plan 
they’d agreed with the bank, NatWest defaulted the debt and passed the accounts to its 
recoveries team. NatWest didn’t think it had done anything wrong.

Our investigator didn’t uphold this complaint. He said a bank can ask for an overdraft to be 
repaid at any time. And NatWest had given the couple enough notice of what it was going to 
do, by sending out default notices and formal demands. Mr G and Miss B did pay the 
instalments they agreed to, but they didn’t get in touch with NatWest about the loan to clear 
the rest of the debt. NatWest tried to contact them, but they didn’t reply. Because NatWest 
had already issued default letters, it could default the account at any time. 

Our investigator said NatWest’s decision to default the account was fair. He didn’t think 
NatWest had done anything wrong. And because that decision was fair, he also didn’t think 
he could compensate Mr G for losing access to his account when he was away from home. 

Mr G and Miss B didn’t think they’d been treated fairly. They had a different recollection of 
what had been agreed with NatWest. Because the couple didn’t agree with our investigator, 
the case was passed to me for a final decision. 
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my findings

I’ve considered all the available evidence and arguments to decide what’s fair and 
reasonable in the circumstances of this complaint. I’ve reached the same overall conclusion 
as our investigator, and for broadly the same reasons.

NatWest sent Mr G and Miss B default notices and final demands about their overdrafts 
because the couple hadn’t started paying the money back, and the bank hadn’t been able to 
talk to them. I don’t think NatWest did anything wrong when it did that.

NatWest and Miss B then agreed that all the debt would be transferred to one account. The 
couple would make payments into that account to start with, then a loan would be set up to 
repay the outstanding debt. I know that Mr G and Miss B say that isn’t how they remember 
the conversation, but I’ve listened to a recording of that call, and that is what Miss B agreed. 

Mr G said that they made their payments, so NatWest shouldn’t have defaulted their 
accounts. But when NatWest did that, Mr G and Miss B had stopped making payments. The 
last one reached their account at the start of October. They didn’t contact NatWest after that 
to take out a consolidation loan, or to make any other arrangement to pay off the outstanding 
debt. NatWest says it tried to contact them, but they didn’t respond.

Because Mr G and Miss B had stopped making payments towards their debt, without putting 
any arrangement in place to pay off the rest, and because they hadn’t responded to 
NatWest’s attempts to contact them about that, I don’t think that NatWest did anything wrong 
when it defaulted their accounts in November, and passed both accounts to recoveries. 

I realise that this happened at a very inconvenient time for Mr G, as he was away from 
home. But because I don’t think NatWest made a mistake when it defaulted the couple's 
accounts and passed them to recoveries, that also means I don’t think NatWest has to pay 
the couple any compensation for the problems Mr G encountered when NatWest did that.

I know Mr G and Miss B will be disappointed, but I don’t think I should uphold this complaint.

my final decision

I don’t uphold this complaint.

Under the rules of the Financial Ombudsman Service, I’m required to ask Mr G and Miss B 
to accept or reject my decision before 19 April 2018.

Esther Absalom-Gough
ombudsman 
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