DISP Transitional provisions

Dispute resolution: Complaints

DISP TP 1
Transitional provisions

1 DISP R Expired
1.2.15G
1A DISP1 R A complaint received by a respondent on or before From 1 1 Nov-
31 October 2007 should be handled, resolved, re- Nov- ember
corded and reported in accordance with the require- ember 2007
ments of DISP as they stood at the date the com- 2007
plaint was received.
1B DISP 2.7.9 In relation to a complaint concerning an act or omis- From 1 1 Nov-
R sion before 1 November 2007, in DISP 2.7.9R (2) substi- Nov- ember
tute "an intermediate customer or market ember 2007

counterparty" for "(a) a professional client or (b) eli- 2007
gible counterparty".

1C DISP G A firm may choose to comply with DISP chapter 1 as 26 Nov- 26 Nov-
chapter if the changes to it made by the Money and Pensions ember ember
1 Service (Consequential Amendments) Instrument 2021 to 2021

2021 had not been made. 25 Nov-
ember
2022

2 DISP1.54 R Expired
R - DISP
1.5.7R

3 DISP1.5.4 G Expired
R - DISP
1.5.7R

6 DISP 2, R In DISP 2, DISP 3 and FEES 5references to a "firm" or From Com-
DISP 3 "firms" include unauthorised persons subject to the com- mencement
and FEES Compulsory Jurisdiction in relation to relevant com-  mencement
5 plaints in accordance with the Ombudsman Trans-

itional Order.

7 DISP 2, G Under the Ombudsman Transitional Order, a relevant From Com-
DISP 3 complaint is subject to the Compulsory Jurisdiction com- mencement
and FEES whether or not it is about a firm or an unauthorised  mencement
5 person. Unauthorised persons are not subject to DISP

1, but references to "firm" in DISP 2, DISP 3 and FEES 5
include unauthorised persons subject to the Compuls-
ory Jurisdiction in relation to relevant complaints,
where applicable.
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7A  DISP2.8.7 Nothing in DISP 2.8.7 R affects the position of a com- From 1 Amended
R plaint which, on 31 May 2004, could not have been June with ef-
considered by the Ombudsman under DISP 2.8.2R (2); 2004 fect from
or DISP 2.8.7R (1)(b) as it then stood (as DISP 2.3.6 R 1 June
(1)(b)). 2004
7B DISP 2.8.7 In the case of a complainant falling within DISP 2.8.7 From 1  Amended
R R, (@nd whose time for referring a complaint under June with ef-
the rules as they stood before 1 June 2004 has not 2004 fect from
expired), time will expire in accordance with DISP 1 June
2.8.7R save that if the final date would otherwise be 2004
before 30 November 2004 an explanation of the fi-
nal date will be in conformity with DISP 2.8.7R (2), pro-
vided it stipulates a final date which is not less than
two months from the date on which the explanation
is likely to be received by the complainant.
8 DISP 1 In relation to relevant complaints, references in DISP From Com-
DISP 2 1, DISP 2, DISP 3, DISP 4 and FEES 5 to an "eligible com- mencement
DISP 3 complainant" include a person who is to be treated  mencement
DISP 4 as an eligible complainant in accordance with the
and FEES Ombudsman Transitional Order and references to a
5 complaint shall be construed accordingly.
9 DISP 5.5.1 Expired
R
10 DISP Expired
1.10.1R
and DISP
1.10.2R
11 DISP Expired
1.10.1R
and DISP
1.10.2R
12 DISP Expired
1.10.1R
and DISP
1.10.2R
13 DISP 1 Deleted
14 Expired
15 FEES 5.4.1 Expired
R
16 FEES 5.4.1 Expired
R
17 DISP Deleted
1.3.12R -
DISP
1.3.17R
18  DISP Byied
1.10.1R
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and DISP
1.10.2R,
DISP
1.10.4R
and DISP
1 Annex 1
19 DISP R Expired
1.10.1CR
and DISP
1.10.1D G
20 DISP1.6.4 R Expired
R
21 DISP2.73 R A person is also an eligible complainant if: From 1 1 Nov-
R Nov- ember
(a) it is a business with a group annual turnover of ember 2009
less than £1 million at the time it refers the com- 2009
plaint to the respondent;
(b) the complaint relates to a contract or policy
entered into by or for the benefit of the complain-
ant before 1 November 2009; and
(c) if the complaint had been made immediately be-
fore 1 November 2009 the respondent was subject
to, or participated in, the Ombudsman's jurisdiction
in respect of the activity to which the complaint
relates.
22 DISP G Transitional provision 21R applies together with the  From 1 1 Nov-
2.73R other eligibility rules in DISP 2.7. So, for example, a Nov- ember
person who is an eligible complainant under the ember 2009
transitional provision, will not be an eligible com- 2009
plainant if the complaint does not arise from mat-
ters relevant to one of the relationships set out in
DISP 2.7.6 R.
23 DISP R [deleted]
1.10A.1R
24 DISP R [deleted]
1.10A.1R
25 DISP R [deleted]
1.11.6AR
26 DISP R [deleted]
2.8.2R
27 DISP R [deleted]
1.10.5R
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27A  Amend- The amendments do not apply in relation to any From 1 1 Aug-
ments consumer redress scheme imposed before the instru- August ust 2011
to DISP ment came into force on a particular firm, or on a 2011 in-
made in particular payment service provider or electronic definitely
the Con- money issuer, as envisaged by [section 404F(7)| of the
sumer Act.
Redress
Schemes
Instru-
ment
2011
28 DISP For a complaint referred to the Financial Ombuds- From 1 1 Janu-
3.7.4R man Service before 1 January 2012 the maximum January ary 2012
money award which the Ombudsman may make is 2012
£100,000.
28A The The amendments referred to in column (2) do not af- From 1 1 Janu-
amend- fect who is an eligible complainant for the purpose January ary 2012
ments of DISP 2.7.6 R (12)(a) in respect of complaints that re- 2012
to DISP late to acts or omissions that occurred before 1 Janu-
2.7.6R ary 2012.
(12) ef-
fected
by the
Dispute
Resolu-
tion:
Com-
plaints
(Amend-
ment
No 4) In-
stru-
ment
2011
29 DISP Where a firm reports information on any complaints 1 July 1 Aug-
1.10.2R closed under a two-stage procedure before 1 July 2012 to ust 2009
and DISP 2012, the rules and guidance in DISP 1.6.6 R, DISP 31 De-
1 Annex 1.10.3G (2), DISP 1.10.7R (3), and DISP 1.10.8 G and DISP 1 cember
1 Annex 1 apply as they stood on 30 June 2012. 2012
30 DISP Where a firm, which has a reporting period ending 31 De- 31 De-
1.10.2AR on or before 30 June 2013 submits its report to the cember cember
FCA in accordance with the complaints reporting 2012 to 2012
rule at DISP 1.10.2A R the number of complaints must 30 June
be calculated for the period from the 31 December 2013.
2012 to the end of the firm's relevant reporting
period.
31 DISP (1) A firm is not liable to pay the administrative fee From 1 1 March
1.10.6AR in DISP 1.10.6AR in respect of a failure to submit a re- March 2012
port in accordance with DISP 1.10.5R for a relevant re- 2012
porting period ending before 1 March 2012.
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(2) Relevant reporting period in (1) has the meaning
in DISP 1.10.4 R.

32 The The changes referred to in column (2) to DISP 1.10 1 April 1 April
changes and DISP 1.10A do not apply until 1 October 2014. 2014 to 2014
to DISP 1 Oc-

1.10 and tober
DISP 2014
1.10A

set out

in An-

nex K

of the

Con-

sumer

Credit

(Con-

sequen-

tial and

Supple-

mentary

Amend-

ments)

Instru-

ment

2014

33 The Firms are reminded that CONC 12.1.4R provides that 1 April 1 April
changes DISP 1.10 and DISP 1.10A (a) do not apply to a person 2014 to 2014
to DISP with only an interim permission; and (b) apply to a the date
1.10 and firm with an interim permission that is treated as a on
DISP variation of permission with respect to credit-related which
1.10A regulated activity or operating an electronic system interim
set out in relation to lending as if the changes to DISP 1.10 permis-
in An- and DISP 1.10A effected by the Consumer Credit (Con- sion
nex K sequential and Supplementary Amendments) Instru-  ceases to
of the ment 2014 had not been made. have
Con- effect
sumer The effect of TP 32 and CONC 12.1.4R is that:

Credit
(Con- (1) for a firm with only an interim permission:
sequen-
tial and (a) the reporting frequencies, submission deadlines
Supple- and time limits for publication for the returns and
mentary complaints data summaries in DISP 1.10 and DISP
Amend- 1.10A are calculated by reference to the firm's next
ments) accounting reference date that follows 1 October
Instru- 2014 or, if later, the date on which the firm's applica-
B Release 36 @ May 2024 www.handbook.fca.org.uk DISP TP 1/5
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ment tion for permission to carry on credit-related requ-
2014 lated activity or operating an electronic system in re-
lation to lending is granted;

(b) the first complaints return in the form in DISP 1
Annex 1 should cover complaints received in the
period:

(i) starting on either 1 October 2014 or, if later, on
the date on which the firm's application for permis-
sion to carry on credit-related regulated activity or
operating an electronic system in relation to lending
is granted; and

(ii) ending on either the accounting reference date
or (if the frequency is twice a year and the start of
the period under (i) is more than six months before
the accounting reference date) the date that falls six
months before the firm's accounting reference date.

(2) For a firm with an interim permission that is
treated as a variation of permission, where the relev-
ant reporting period includes a period after the
date on which the firm's application for a variation
of permission to add credit-related regulated activ-
ity or operating an electronic system in relation to
lending is granted (or, if that date is before 1 Oc-
tober 2014, where the relevant reporting period in-
cludes a period after 1 October 2014):

(a) the complaints return form should be submitted
in the form in DISP 1 Annex 1 as amended by Annex K
of the Consumer Credit (Consequential and Supple-
mentary Amendments) Instrument 2014); and

(b) items 35 to 46 of the form should cover com-
plaints received from 1 October 2014 or, if later,
from the date on which the firm's application for
permission to carry on credit-related requlated activ-
ity or operating an electronic system in relation to
lending is granted.

34 DISP1.10 R DISP 1.10 and DISP 1.10A do not apply to a firm with 1 April 1 April
and DISP permission to carry on only one or more credit-re- 2014 to 2014
1.10A lated regulated activities or operating an electronic 1 Oc-

system in relation to lending (and no other regu- tober
lated activity) until 1 October 2014. 2014
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35 DISP R (1)
2.3.1R,
DISP
2.3.2AR
and DISP
2.3.2BR

(2

Except where indicated otherwise, expres-
sions used in this rule have the same meanin
as they had in the|Consumer Credit Act 1974
on 31 March 2014, before the amendments
made to that A 0, alS Ndl) d C C
000 (Requlated Activitie
] hel|Finan-
s S es A 0 onsume eg Or-
inancial Services and Markets
odit)_(Miscellaneou
Qrqe 014.lthe Nanciag s c
and Markets A 000 (Regulated Activities)
Amendment) Order 2014.[the[Consumer]
Credit Act 1974 (Green Deal) (Amendmen

Narkets A 000 (Consume edi iscel-

laneous Provisions) (No. 2) Order 2014/ came

into force.

In DISP 2.3.1R, DISP 2.3.2AR and DISP 2.3.2BR,
references to an act or omission by a firm,

payment service provider or electronic money

issuer in carrying on regulated activities or
credit-related regulated activities include an

act or omission which took place before 1 Ap-

ril 2014 in carrying on any one of the follow-
ing activities:

(@)  providing credit or otherwise being a
creditor under a regulated consumer
credit agreement;

(b)  the bailment or (in Scotland) the hiring
of goods or otherwise being an owner
under a regulated consumer hire
agreement;

() credit brokerage in so far as it was the
effecting of introductions of:

(i) individuals desiring to obtain
credit to persons carrying on a
consumer credit business; or

(if) individuals desiring to obtain
goods on hire to persons carry-
ing on a consumer hire business;

(d) in so far as they related to regulated
consumer credit agreements or regu-
lated consumer hire agreements:

Indefin-
itely
from 1
April
2014

1 April
2014
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(i) debt-adjusting;

(i) debt-counselling;
(iii)  debt-collecting; or
(iv) debt administration;

(e) the provision of credit information ser-
vices; or

(f) the operation of a credit reference
agency;

where at the time of the act or omission com-
plained of:

(g) the firm, payment service provider or
electronic money issuer was:

(i) coveredm_sland.am_u.cenﬁi un-
e Consumer Credit Act
-19

74;|or

(i) authorised to carry on an activ-
ity by virtue of section 34A of
that Act; or

(iii) in accordance with regulation
26(2) of the Payment Services Re-
gulations or regulation 31 of
the Electronic Money Regula-
tions was not required to hold a
licence for consumer credit busi-
ness under [section 21|of the Con-
sumer Credit Act 1974; and

(h)  the activity was carried on in the
course of a business of a type which
was specified in accordance with sec-
tion 226A(2)(e) of the Act (now

repealed).
36 DISP R In DISP 2.3.1R (4), in relation to an act or omission by  Indefin- 1 April
2.3.1R a firm in lending money that took place before 1 Ap- itely 2014
ril 2014, the reference to "(excluding restricted from 1
credit where that is not a credit-related regulated April

activity)" is to be read as a reference to "(excluding 2014
restricted credit where that is not an activity de-
scribed in TP 35(2))".

37 DISP R In DISP 2.3.1R (5), in relation to an act or omission by Indefin- 1 April
23.1R a firm in paying money by a plastic card that took itely 2014
place before 1 April 2014, the reference to from 1
"(excluding a store card where that is not a credit-re- April
lated regulated activity)" is to be read as a refer- 2014

ence to "(excluding a store card where that is not
an activity described in TP 35(2))".
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38 DISP 1 R In respect of a complaint received by a respondent From 9 From 9
on or before 8 July 2015 the respondent must July July
handle, resolve, record and report the complaint in 2015 2015.

accordance with the rules as they stood at the date
on which the complaint was received by the re-

spondent.
39 DISP1.5, R (1) In respect of reporting periods starting on or be- From 30  From 30
DISP 1.10 fore 29 June 2016, the rules and guidance in column June June
and DISP (2) continue to apply to a firm as they stood at the 2016 2016
1.10A, beginning of the relevant reporting period for the
DISP 1 purposes of reporting information about complaints
Annex under DISP 1.10 and DISP 1 Annex 1R, and publishing
1R, DISP complaints data under DISP 1.10A and DISP 1 Annex
1 Annex 1BR.
1BR

(2) For reporting periods commencing on or after 30
June 2016, the rules and guidance in column (2) ap-
ply as they stood on 30 June 2016.

40 DISP1.5, G The effect of TP 39(1) is that a firm with a reporting  From 30 From 30

DISP 1.10 period which starts on or before 29 June 2016 June June
and DISP should continue to use the rules, guidance, re- 2016 2016
1.10A, porting forms and publication forms as they were at

DISP 1 the start of the relevant reporting period and is not

Annex required to report or publish information about

1R, DISP complaints resolved under DISP 1.5 by close of the

1 Annex business day following its receipt in such a reporting

1BR period. However, subject to that, from 30 June 2016

a firm must comply with the rules in DISP 1.5 when
dealing with complaints, so a firm would need to
send a summary resolution communication under
DISP 1.5.4R in relation to any complaint considered to
be resolved by close of the third business day follow-
ing the day on which it is received.

41 DISP 1 R With respect to a complaint received on or after 13 From 13 13 Janu-
January 2018 concerning an act or omission that oc-  January ary 2018
curred before that date, the definition of PSD com- 2018
plaint in the Glossary is to be read as if the refer-
ence to Parts 6 and 7 of the_Payment Services Regu-
lations were a reference to and|6lo
ment Services Regulations 2009 ‘

42 DISP D The first relevant reporting period is the period com- 13 Janu- 13 Janu-
1.10B.9D mencing on 13 July 2018 and ending: ary 2018 ary 2018
to 30 No-

(i) where the respondent has an accounting refer- N
ence date, the first accounting reference date fol- 2019
lowing 30 November 2018;

(ii) where the respondent does not have an account-
ing reference date, 31 December 2018.

43 DISP G The effect of (42) is that, if a firm has an accounting 13 Janu- 13 Janu-
1.10B.9D reference date that falls shortly after 13 July 2018 ary 2018 ary 2018
(i.e. between 13 July 2018 and 30 November 2018), to 30 No-
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44 DISP
2.7.7AR

45 DISP
2.7.6R(2A)

46 DISP
2.7.6R(2B)

46A DISP 1
DISP 2
DISP 3
and
FEES 5

47 DISP
1.10.1R,
DISP
1.10.4AR,
DISP
1.10.5R,
and DISP
1 Annex
1ABR

48 DISP 2
and DISP
3

49 DISP 2
and DISP
3

the first electronic money and payment services com-
plaints return form that it is required to submit
should cover a period of more than one year, from
13 July 2018 to the accounting reference date in
2019.

DISP 2.7.7AR applies in relation to a complaint con-
cerning an act or omission which occurs on or after
26 June 2017.

DISP 2.7.6R(2A) applies in relation to a complaint con-
cerning an act or omission which occurs on or after
13 January 2018.

DISP 2.7.6R(2B) applies in relation to a complaint con-
cerning an act or omission which occurs on or after
31 January 2019.

DISP 1, DISP 2, DISP 3 and FEES 5 only apply to a TP
firm, a TA EMI firm, a TA Pl firm and a TA RAISP firm
in respect of complaints under the Compulsory Juris-
diction about acts or omissions that occurred on or
after IP completion day.

(1) This transitional provision applies where a firm
with permission to carry on only regulated claims
management activities is required to provide the
FCA with its first report under DISP 1.10.1R in the
form of DISP 1 Annex 1ABR.

(2) No report is required under DISP 1.10.1R in the
form of DISP 1 Annex 1ABR in respect of a period end-
ing on an accounting reference date of the firm earl-
ier than 1 July 2019.

(3) If the firm does not provide a report in the form
of DISP 1 Annex 1ABR under DISP 1.10.1R in respect of a
period ending on an accounting reference date of
the firm earlier than 1 July 2019, the first report in
the form of DISP 1 Annex 1ABR provided under DISP
1.10.1R must cover the period from 1 April 2019 to
the firm’s first accounting reference date which oc-
curs on or after 1 July 2019.

In DISP 2 and DISP 3 references to a “firm" or "firms"
include unauthorised persons subject to the Com-
pulsory Jurisdiction in relation to relevant claims
management complaints in accordance with the
Claims Management Order.

Under the Claims Management Order, a relevant
claims management complaint is subject to the Com-
pulsory Jurisdiction whether or not it is about a firm
or an unauthorised person. Unauthorised persons
are not subject to DISP 1, but references to “firm" in
DISP 2 and DISP 3 include unauthorised persons sub

vember
2019

1 April
2018

14 De-
cember
2018

31 Janu-
ary 2019

From IP
comple-
tion day

From 1
April
2019 to
1 July
2020

From 1
April
2019

From 1
April
2019

1 April
2018

14 De-
cember
2018

31 Janu-
ary 2019

Amended
with ef-
fect

from IP
comple-
tion day

1 April
2019

From 1
April
2019

From 1
April
2019
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ject to the Compulsory Jurisdiction in relation to rel-
evant claims management complaints, where ap-

plicable.
50 DISP 1, R In relation to relevant claims management com- From 1 From 1
DISP 2, plaints, references in DISP 1, DISP 2, DISP 3 and DISP 4 April April
DISP 3 to an “eligible complainant” include a person who 2019 2019
and DISP is to be treated as an eligible complainant in accord-
4 ance with the Claims Management Order and refer-
ences to a complaint shall be construed accordingly.
51 DISP R The amendments to DISP 2.7.3R(3) and (4) and new From 1 From 1
2.7.3R(3), paragraph DISP 2.7.3R(6) apply only in relation to a April April
(4) and complaint concerning an act or omission which oc- 2019 2019
(6) curs on or after 1 April 2019.
52 DISP R DISP 2.7.3R(7) applies only in relation to a complaint From 1 From 1
2.7.3R(7) concerning a guarantee or security given on or after  April April
1 April 2019. 2019 2019
52A DISP R For a complaint referred to the Financial Ombuds- From 1 1 April
3.7.4 man Service before 1 April 2019 but on or after 1 April 2019

January 2012 the maximum money award which the 2019
Ombudsman may make is £150,000.

53 DISP 1 R The figures for complaints relating to alleged au- 1 July 1 July
Annex thorised push payment fraud in Table 4 should only 2019 to 2019
1AD include such complaints from 1 July 2019. 30 June

2020

54 DISP R (1) This transitional provision applies where a firm From 29 29 July
1.10.1R, with permission to carry on only regulated funeral July 2022
DISP plan activities is required to provide the FCA with its 2022
1.10.4AR, first report under DISP 1.10.1R in the form of DISP 1
DISP Annex 1ACR.
1.10.5R . . .
and DISP (2) No report is required under DISP 1.10.1R in the

form of DISP 1 Annex 1ACR in respect of a period end-
ing on an accounting reference date of the firm earl-
ier than 29 October 2022.

(3) If the firm does not provide a report in the form
of DISP 1 Annex 1ACR under DISP 1.10.1R in respect of a
period ending on an accounting reference date of
the firm earlier than 29 October 2022, the first re-
port in the form of DISP 1 Annex 1ACR provided under
DISP 1.10.1R must cover the period from 29 July 2022
to the firm’s first accounting reference date which
occurs on or after 29 July 2023.

55 DISP 2 R In DISP 2 and DISP 3, references to a “firm" or “firms” From 29 From 29
and DISP include unauthorised persons subject to the Com- July July
3 pulsory Jurisdiction in relation to a relevant trans- 2022 2022
itional funeral plan complaint in accordance with
the Funeral Plans Order.

1 Annex
1ACR
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56 DISP 2 G Under the Funeral Plans Order, a relevant trans- From 29 From 29
and DISP itional funeral plan complaint is subject to the Com-  July July
3 pulsory Jurisdiction whether or not it is about a firm 2022 2022
or an unauthorised person. Unauthorised persons
are not subject to DISP 1, but references to “firm” in
DISP 2 and DISP 3 include unauthorised persons sub-
ject to the Compulsory Jurisdiction in relation to a
relevant transitional funeral plan complaint, where
applicable.
57 DISP 1, R In relation to a relevant transitional funeral plan From 29  From 29
DISP 2, complaint, references in DISP 1, DISP 2, DISP 3 and DISP  July July
DISP 3 4 to an “eligible complainant” include a person who 2022 2022
and DISP is to be treated as an eligible complainant in accord-
4 ance with the Funeral Plans Order and references to
a complaint shall be construed accordingly.
1 R This TP applies in relation to a person who falls within regulation 122(1) (Transitional

R
R
4 R
5 G
6 G
7 R

provisions: requirement to be authorised as a payment institution) or regulation 123(1)
(Transitional provisions: requirement to be registered as a small payment institution) of
the Payment Services Regulations (a "transitioning payment institution").

This TP applies from 1 November 2009 until 30 April 2011.

DISP 1 (Treating complainants fairly) applies in relation to a transitioning payment insti-
tution as if the transitioning payment institution were a payment institution.

The Ombudsman can consider a complaint that relates to an act or omission by a trans-
itioning payment institution under the Compulsory Jurisdiction if:

(1) it could consider that complaint under the Compulsory Jurisdiction if it related to
a payment institution; and

(2) (where the transitioning payment institution is a /icensee) the complaint relates
to an act or omission in providing payment services.

The effect of this transitional provision is to:

(1) apply to transitioning payment institutions as though they were payment institu-
tions the complaints-handling requirements in DISP 1.1 to DISP 1.8; and

(2) to bring them within the scope of the Compulsory Jurisdiction to the same extent
as payment institutions.

Complaints relating to payment services, consumer credit activities or a combination of
both can be considered under the Compulsory Jurisdiction. However, transitioning pay-
ment institutions that are licensees will remain subject to the Consumer Credit Jurisdic-
tion for complaints that relate only to consumer credit activities.

The rules and guidance in FEES5.5.1R, 5.5.6 R, FEES 5.5.7 R, 5.5.15R, 5.7.2R, 5.9.1R and 5.9.2
G shall apply to transitioning payment institutions and persons that cease to be trans-
itioning institutions in the same way as they apply to firms and firms that cease to be
authorised.

DISP TP 1/12
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DISP Schedule 1

Record keeping requirements

Dispute resolution: Complaints

Schedule 1
Record keeping requirements

Sch 1.1 G

The aim of the guidance in the following table is to give the reader a quick overall view of
the relevant record keeping requirements.

It is not a complete statement of those requirements and should not be relied on as if it
were.

Sch1.2G

DISP 1.1A.37UK MIiFID complaints Each MiFID com-  Not specified Not
subject to DISP plaint received . . specified
1.1A. and the com- [Note: see article

plaint handling 26(1), article 72 [Nc_>te: see
measures taken and Annex 1 of article 72
to address the mj- the MiFID Org of the Mi-
FID complaint Regulation] FID Org Re-
and for its gulation|
resolution

[Note: see article

26(1), article 72,

and Annex 1 of

the MIFID Org

Regulation]

DISP 1.9.1R Complaints sub- Each complaint From receipt 5 years for
ject to DISP 1.3 - received and the complaints
DISP 1.8. measures taken relating to

for its resolution collective
portfolio
manage-
ment ser-
vices and 3
years for
all other
complaints

B Release 36 @ May 2024
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DISP

Schedule 2

Notification requirements

Dispute resolution: Complaints

Schedule 2
Notification requirements

Sch2.1G

The aim of the guidance in the following table is to give the reader a quick overall view of
the relevant requirements for notification and reporting.

It is not a complete statement of those requirements and should not be relied on as if it

were.

Sch2.1G

DISP 1.1.12R

DISP 1.10.1R
(1

DISP 1.10.1R
@)

DISP 1.10.9R

DISP 1.10A.4R
and (where
relevant)
DISP 1.1A.40R

Firm qualifies for
exemption

Complaints report

Complaints
report

Single contact
point

Publication of
complaints data
summary/ total
number of com-
plaints (as appro-
priate), including
MIiFID complaints
where relevant

Confirmation that a
firm does not do busi-
ness with eligible com-
plainants and has no
reasonable likelihood
of doing so

Details

Details

Details

Email confirmation of
publication, con-
taining also a state-
ment that the data
summary or total
number of complaints
(as appropriate) accur-
ately reflects the re-
port submitted to the
FCA and stating
where the summary/
total number of com-

Conditions in DISP
1.1.12R apply

- 6 months preced-
ing the account-
ing reference
date

- accounting ref-
erence date

A year immedi-
ately following
the firm's ac-
counting refer-
ence date

At the time of au-
thorisation or on
subsequent
change

Upon publication
of complaints
data summary/
total number of
complaints (as ap-
propriate)

N/A

30 busi-
ness
days

30 busi-
ness
days

Not
specified

Im-
mediately

B Release 36 @ May 2024
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DISP

Schedule 2

Notification requirements

DISP1.11.5R
(M

DISP 1.11.5R
02

DISP 1.11.6 R

DISP 1.11.6D R

Member of
Lloyd's qualifies
for exemption

End of exemp-
tion for member
of Lloyd's

Complaints re-
port by Society of
Lloyd's

Publication of
complaints data
summary

plaints has been
published

Confirmation by the
Society of Lloyd's that
a specified member of
Lloyd's does not do
business with eligible
complainants and has
no reasonable likeli-
hood of doing so

Confirmation by the
Society of Lloyd's that
the condition in DISP
1.1.12R no longer ap-
ply to a specified
member of Lloyd's

Details

Email confirmation of
publication, con-
taining also a state-
ment that the data
summary accurately
reflects the report sub-
mitted to the FCA

and stating where the
summary has been
published

[As above]

Conditions in DISP
1.1.12R no longer

apply

- 30 September
- 31 March
each year

Upon publication
of complaints
data summary

N/A

Not
specified

One
month

Im-
mediately

DISP Sch 2/2
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Fees and other required payment

Dispute resolution: Complaints

Schedule 3
Fees and other required payment

Sch3.1G

There are no requirements for fees or other payments in DISP.

Sch 3.2 G
[deleted]
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DISP Schedule 4

Powers Exercised

Dispute resolution: Complaints

Schedule 4
Powers Exercised

Sch 4.1 G
[deleted]

Sch 4.2 G
[deleted]

Sch4.3G
[deleted]

Sch 4.4 G
[deleted]

Sch45G
[deleted]

[Note: certain rules in FEES are made exclusively by the FOS Ltd. A list of those rules is set out
in M FEES 5.1.2AG.]
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DISP Schedule 5

Actions for damages for contravention under
section 138D of the Act

Dispute resolution: Complaints

Schedule 5
Actions for damages for contravention under
section 138D of the Act

Sch 5.1 G

1 The table below sets out the rules in DISP contravention of which by an au-
thorised person may be actionable under section 138D of the Act (Actions
for damages) by a person who suffers loss as a result of the contravention.

2 If a "Yes" appears in the column headed ‘For private person?”, the rule may
be actionable by a “private person" under on 138D (or._in certain -

ances, his fid epresentati e (3)(c) oftheiFnan-l
g;j_a]_Sg_uLiggs_a_nd Markets Act 2000 (nghts of Action) Regulatlons 2001 (SI
2001 No 2256)). A "Yes" in the column headed "Removed" indicates that the
FCA has removed the right of action under section 138D(3) of the Act. If so,
a reference to the rule in which it is removed is also given.

3 The column headed "For other person?" indicates whether the rule may be
actionable by a person other than a private person (or his fiduciary or repres-
entative) under article 6(2) and (3) of those Regulations. If so, an indication
of the type of person by whom the rule may be actionable is given.

Sch 5.2 G

1 Complaints All rules apart - Yes - -

handling ar- from DISP

rangements for 1.11.13R and

firms DISP 1.11.14R

1 7 14 and 15 No Yes - DISP No

1.11.21R

2 Jurisdiction - - Yes - -

rules

3 Complaints - - Yes - -

handling pro-

cedures of the
Financial Om-
budsman Service

4 The standard - - N/A - -
terms

B Release 36 @ May 2024 www.handbook.fca.org.uk DISP Sch 5/1
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DISP Schedule 6

Rules that can be waived

Dispute resolution: Complaints

Schedule 6
Rules that can be waived

Sch6.1G

As a result of of the Act (Modification or waiver of rules) the FCA has power
to waive all its rules, other than rules made under section 1370 (Threshold condition code),
section 247 (Trust scheme rules), section 248 (Scheme particular rules), section 2611 (Contrac-
tual scheme rules) or section 261J (Contractual scheme particulars rules) of the Act.
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