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DISPUTE RESOLUTION: COMPLAINTS SOURCEBOOK (AMENDMENT NO 5)

INSTRUMENT 2015

Powers exercised by the Financial Ombudsman Service Limited

A.

The Financial Ombudsman Service Limited fixes and varies the standard terms for
Voluntary Jurisdiction participants as set out in Part 2 and Section A of Part 3 of the
Annex to this instrument in the exercise of the following powers and related
provisions in the Financial Services and Markets Act 2000 (“the Act”):

(D section 227 (Voluntary jurisdiction);
2) paragraph 18 (Terms of reference to the scheme) of Schedule 17; and
3) paragraph 22 (Consultation) of Schedule 17.

The fixing and variation of the standard terms in Part 2 and Section A of Part 3 of the
Annex by the Financial Ombudsman Service Limited is subject to the approval of the
Financial Conduct Authority.

Powers exercised by the Financial Conduct Authority

C.

The Financial Conduct Authority makes this instrument in the exercise of the
following powers and related provisions in or under:

(D the following sections of the Financial Services and Markets Act 2000 (“the
Act”):

(a) section 137A (FCA’s general rule-making power);

(b) section 137T (General supplementary powers);

(©) section 139A (Power of the FCA to give guidance);

(d) section 226 (Compulsory jurisdiction);

(e) paragraph 23(1) (Fees) of Schedule 1ZA (the Financial Conduct
Authority); and

) paragraph 13 (FCA’s rules) of Schedule 17 (the Ombudsman Scheme);

2) paragraph 9 (Record-keeping and reporting requirements relating to relevant
transitional complaints) of the Financial Services and Markets Act 2000
(Transitional Provisions) (Complaints relating to General Insurance and
Mortgages) Order 2004 (SI 2004/454);

3) paragraph 15 (Record-keeping and reporting requirements relating to relevant
complaints) of the Financial Services and Markets Act 2000 (Transitional
Provisions) (Ombudsman Scheme and Complaints Scheme) Order 2001 (SI
2001/2326); and

4 the other powers listed in Schedule 4 (Powers exercised) to the General
Provisions of the Handbook.

The rule-making powers listed above are specified for the purpose of section 138G(2)
(Rule-making instruments) of the Act.
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E. The Financial Conduct Authority approves the standard terms fixed and varied by the
Financial Ombudsman Service Limited.

Revocation of certain amendments made by the Complaints Handling and Call Charges
Instrument 2015 (FCA 2015/39)

F. The following amendments made in Part 3 and Part 5 of Annex C to the Complaints
Handling and Call Charges Instrument 2015 (FCA 2015/39) are revoked in
accordance with paragraph G:

(D) the amendments to DISP 1.10;

2) the amendments to DISP 1.10A;

3) the amendments to DISP 1 Annex 1R;

4 the deletion of DISP 1 Annex 1AR;

5) the amendments to DISP 1 Annex 1BR; and
(6) Transitional Provision 39 in DISP TP 1.

Commencement
G. (1) The revocations listed in paragraph F of this instrument come into force on the
making of this instrument.
2) Parts 1 and 2 of the Annex come into force immediately after (1).
3) Part 3 of the Annex comes into force on 30 June 2016.

Amendments to the Handbook

H. The Dispute Resolution: Complaints sourcebook (DISP) is amended in accordance
with the Annex to this instrument.

Notes

I In the Annex to this instrument, the “notes” (indicated by “Note:”) are included for
the convenience of readers but do not form part of the legislative text.

Citation

J. This instrument may be cited as the Dispute Resolution: Complaints Sourcebook
(Amendment No 5) Instrument 2015.

By order of the Board of the Financial Ombudsman Service Limited

25 November 2015

By order of the Board of the Financial Conduct Authority
3 December 2015

Page 2 of 46



FCA 2015/65
FOS 2015/10

Annex

Amendments to the Dispute Resolution: Complaints sourcebook (DISP)

In this Annex, underlining indicates new text and striking through indicates deleted text,
unless otherwise stated.

Part 1: Comes into force on the day the instrument is made

DISP 1.9, DISP 1.10, DISP 1 Annex 1R and DISP 1 Annex 1CR are deleted in their entirety
and are substituted by the following text. The deleted text is not shown and the replacement
text is not underlined.

1 Treating complainants fairly
1.9 Complaints record rule
1.9.1 R A firm, including, in the case of MiFID business or collective portfolio

management services for a UCITS scheme or an EEA UCITS scheme, a
branch of a UK firm in another EEA state, must keep a record of each
complaint received and the measures taken for its resolution, and retain that
record for:

(1) at least five years where the complaint relates to MiFID business or
collective portfolio management services for a UCITS scheme or an
EEA UCITS scheme; and

2) three years for all other complaints;
from the date the complaint was received.

[Note: article 10 of the MiFID implementing Directive and article 6(2) of the
UCITS implementing Directive ]

1.9.2 G  The records of the measures taken for resolution of complaints may be used
to assist with the collection of management information pursuant to DISP
1.3.3BG(1) and regular reporting to the senior personnel pursuant to DISP
1.3.3BG(6).

1.10 Complaints reporting rules

1.10.1 R (1) Unless (2) applies, twice a year a firm must provide the FCA with a
complete report concerning complaints received from eligible
complainants.
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2) If a firm has permission to carry on only credit-related regulated
activities or operating an electronic system in relation to lending and
has revenue arising from those activities that is less than or equal to
£5,000,000 a year, the firm must provide the FCA with a complete
report concerning complaints received from eligible complainants
once a year.

3) The report required by (1) and (2) must be set out in the format in
DISP 1 Annex 1R.

(@) Paragraphs (1) and (2) do not apply to a firm with only a limited
permission unless that firm is a not-for-profit debt advice body that at
any point in the last 12 months has held £1 million or more in client
money or as the case may be, projects that it will hold £1million or
more in client money in the next 12 months.

A firm with only a limited permission to whom DISP 1.10.1R(1) and (2) do
not apply is required to submit information to the FCA about the number of
complaints it has received in relation to credit-related activities under the
reporting requirements in SUP 16.12 (see, in particular, data item CCRO07
in SUP 16.12.29CR). A firm with limited permission to whom DISP 1.10.1R
(1) and (2) do not apply is also subject to the complaints data publication
rules in DISP 1.10A.

Forwarded complaints

R

G

A firm must not include in the report a complaint that has been forwarded in
its entirety to another respondent under the complaints forwarding rules.

Where a firm has forwarded to another respondent only part of a complaint
or where two respondents may be jointly responsible for a complaint, then
the complaint should be reported by both firms.

Joint reports

R

Firms that are part of a group may submit a joint report to the FCA. The joint
report must contain the information required from all firms concerned and
clearly indicate the firms on whose behalf the report is submitted. The
requirement to provide a report, and the responsibility for the report, remains
with each firm in the group.

Not all the firms in the group need to submit the report jointly. Firms should
only consider submitting a joint report if it is logical to do so, for example,
where the firms have a common central complaints handling team, the same
accounting reference date and are all subject to the same reporting
frequencies and submission deadlines.

Information requirements

R

Part A of DISP 1 Annex 1R requires (for the relevant reporting period)
information about:
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@)) the total number of complaints received by the firm;
2) the total number of complaints closed by the firm:
(a) within four weeks or less of receipt;
(b) more than four weeks and up to eight weeks of receipt; and
(©) more than eight weeks after receipt;
3) the total number of complaints:
(a) upheld by the firm in the reporting period; and
(b) outstanding at the beginning of the reporting period; and

4) the total amount of redress paid in respect of complaints during the
reporting period.

Part B of DISP 1 Annex 1R requires (for the relevant reporting period)
information about:

@)) the total number of complaints received by the firm;
2) the total number of complaints closed by the firm;
3) the total number of complaints:
(a) upheld by the firm in the reporting period; and
(b) outstanding at the beginning of the reporting period; and

4) the total amount of redress paid in respect of complaints during the
reporting period.

() Twice a year a firm must provide the FCA with a complete report
concerning complaints received from eligible complainants about
matters relating to activities carried out by its employees when acting
as retail investment advisers. The report must be set out in the format
in DISP 1 Annex 1CR.

2) DISP 1 Annex 1CR requires (for the relevant reporting period)
information about:

(a) the total number of complaints received by the firm about
matters relating to activities carried out by its employees when
acting as retail investment advisers;

(b) the total number of complaints closed by the firm about
matters relating to activities carried out by its employees when
acting as retail investment advisers;
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(©) the total number of complaints upheld by the firm about
matters relating to activities carried out by its employees when
acting as retail investment advisers; and

(d) the total amount of redress paid in respect of complaints
upheld during the reporting period about matters relating to
activities carried out by its employees when acting as retail
investment advisers.

For the purpose of DISP 1 Annex 1CR retail investment adviser
information must be reported by Individual Reference Number (IRN).

For the purpose of DISP 1.10.2R, DISP 1.10.2-AR and DISP 1.10.2AR,
when completing the return, the firm should take into account the following
matters.

ey

2)

3)

If a complaint could fall into more than one category, the complaint
should be recorded in the category which the firm considers to form
the main part of the complaint.

Under DISP 1.10.2R(3)(a) or DISP 1.10.2-AR, a firm should report
any complaint to which it has given a response which upholds the
complaint, even if any redress offered is disputed by the complainant.
For this purpose, response’ includes a response under the
complainant's written acceptance rule (DISP 1.6.4R) and a final
response. Where a complaint is upheld in part, or where the firm does
not have enough information to make a decision yet chooses to make
a goodwill payment to the complainant, a firm should treat the
complaint as upheld for reporting purposes. However, where a firm
rejects a complaint, yet chooses to make a goodwill payment to the
complainant, the complaint should be recorded as 'rejected'.

If a firm reports on the amount of redress paid under DISP
1.10.2R(4), DISP 1.10.2-AR(4) or DISP 1.10.2AR, redress should be
interpreted to include an amount paid, or cost borne, by the firm,
where a cash value can be readily identified, and should include:

(a) amounts paid for distress and inconvenience;

(b) a free transfer out to another provider which transfer would
normally be paid for;

(©) goodwill payments and goodwill gestures;

(d) interest on delayed settlements;

(e) waiver of an excess on an insurance policy; and

) payments to put the consumer back into the position the

consumer should have been in had the act or omission not
occurred.
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4 If a firm reports on the amount of redress paid under DISP
1.10.2R(4), DISP 1.10.2-AR(4) or DISP 1.10.2AR, the redress should
not, however, include repayments or refunds of premiums which had
been taken in error (for example where a firm had been taking, by
direct debit, twice the actual premium amount due under a policy).
The refund of the overcharge would not count as redress.

[Note: See SUP 10A.14.24R for the ongoing duty to notify complaints about
matters relating to activities carried out by an employee when acting as a
retail investment adviser.]

Unless DISP 1.10.4AR applies, the relevant reporting periods are:

(D the six months immediately following a firm's accounting reference
date; and

2) the six months immediately preceding a firm's accounting reference
date.

If a firm has permission to carry on only credit-related regulated activities or
operating an electronic system in relation to lending and has revenue arising
from those activities that is less than or equal to £5,000,000 a year, the
relevant reporting period is the year immediately following the firm's
accounting reference date.

Reports are to be submitted to the FCA within 30 business days of the end of
the relevant reporting periods through, and in the electronic format specified
in, the FCA Complaints Reporting System or the appropriate section of the
FCA website.

If a firm is unable to submit a report in electronic format because of a
systems failure of any kind, the firm must notify the F'CA, in writing and
without delay, of that systems failure.

(1) If a firm does not submit a complete report by the date on which it is
due, in accordance with DISP 1.10.5R, the firm must pay an
administrative fee of £250.

2) The administrative fee in (1) does not apply if the firm has notified
the FCA of a systems failure in accordance with DISP 1.10.6R.

A closed complaint is a complaint where:
(D the firm has sent a final response; or

2) the complainant has indicated in writing acceptance of the firm's
earlier response under DISP 1.6.4R.

[deleted]

Notification of contact point for complainants

Page 7 of 46



FCA 2015/65
FOS 2015/10

1.10.9 R For the purpose of inclusion in the public record maintained by the FCA, a
firm must:

(D) provide the FCA, at the time of its authorisation, with details of a
single contact point within the firm for complainants; and

2) notify the FCA of any subsequent change in those details when
convenient and, at the latest, in the firm's next report under the
complaints reporting rules.

Meaning of revenue

1.10.100 G  In DISP 1.10, references to revenue in relation to any firm do not include the
amount of any repayment of any credit provided by that firm as lender.

1 Annex IR Complaints return form

Ilustration of the reporting requirements, referred to in DISP 1.10.1R

Complaints Return (DISP 1 Ann 1R)

GROUP REPORTING / NIL RETURN DECLARATION

1 Does the data reported in this return cover complaints relating
to more than one entity? If 'Yes', then list the firm reference Yes / No
numbers (FRNSs) of all the entities included in this return.

2 We wish to declare a nil return Yes / No

RETURN DETAILS REQUIRED

3 Total complaints outstanding at reporting period start date
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19 | Pure protection Critical illness
20 Income protection
21 Other pure protection
22 Personal pensions and FSAVCs
23 Investment linked annuities
Decumulation,
24 | life and Income drawdown products
pensions
25 Endowments
26 Other decumulation, life and pensions
27 Investment bonds
28 PEPs/ISAs (exc. cash ISAs)
29 Investment trusts
30 Investments Unit trusts/OEICs
31 Structured products
32 Other investment products/funds
33 Investment management/services (inc.
platforms)
PART B
A B C D E
© >
0 8 3 3 o
E8® 5 @ 2 ° 8
29 €3 G 5 »
[SRR=E =N z @ s s ]
Ecol & > 2 £ o
oS ow o o c €N = 5«
08 o E 3 ®© = 5}
= 2L Q = o « —
S5¢ &) £ o 8
°5g S £ S
. [0) (©) o =
Activities = o
Lending
35 | Debt purchasing
(including complaints in
relation to the underlying
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37 | Home credit loan
agreements

38 | Bill of sale loan
agreements, e.g.
logbook lending

39 | Pawnbroking

40 | High-cost short-term
credit

41 | Other lending

42 | Credit Broking

43 | Debt Management
activity

44 | Debt collecting

45 | All other credit-related
activity

NOTES ON THE COMPLETION OF THIS RETURN
Nil returns

If no complaints have been received during the reporting period and no complaints were
outstanding at the beginning of the period, the firm may submit a NIL RETURN by clicking
on the relevant box.

Product/service groupings

Unless otherwise specified, complaints should be allocated to these groupings based on the
product or service the complaint relates to.

If a firm has not received any complaints relating to a particular product or service during the
reporting period, the relevant box should be left blank.

Product and cause categories

The 'other' categories should only be used in exceptional circumstances when none of the
specific product or cause categories are appropriate.

A complaint should be reported against the product/service element complained about; this
may be different to the main policy itself. For example, for a term assurance policy with an
attaching critical illness option, where the complaint relates to the term assurance element, it
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should be reported under 'other pure protection' but where the complaint relates to the critical
illness element, it should be reported under 'critical illness'.

A complaint should only be reported in Part B if it is not covered by a specific category in
Part A.

A lender should report complaints about the way in which it collects debts due under loans
where it is the lender in the relevant lending category.

Page 12 of 46



9% Jo €1 93ed

"X0Q JUBAS|84 8y} U0 BupoIo A NHNLIY TIN & Hwqgns Aew wul 8yl JoSIADE JUBW]SaAU] JIejal e se Bunoe uaym safojdwe ue Aq 1no palied
SBI)IAIIOB 0] Buile|al s1epew INoge Si PaAIgdal Sjule|dwod 8y} Jo suou Jo polad Buniodal syl Bulinp paAledas usaq aAey Sjuredwoo ou j|

suinj}ay |IN

NHN134 SIHL 40 NOIL31dINOD FHL NO S310N

pied ssaipal [e10] preydn sjurejdwoo | pasold sjurejdwoo mw:m“wnmwwmo VIY JO sweN NHI
: JO Jaquinu [e1o | JO Jaquinu [e1o | 10 JoquINU 210
| C | a 0] i | A\

pouad Buiaodal ayy Burinp pied ssaipal |ejo} pue pjaydn sjuiejdwod ‘pasojd sjuiejdwod ‘sjuiejdwod jejo|

ON SOA ulnjal |IU B 81ej0op O} YSIM S\ rA

"uinjaJ SIY} Ul PapN|oul Sy 8yl [[e JO (SNYI) Siequinu aousiajel [enpiAlpul 8y}
11| @sea|d usy) ‘ SoA, J| ¢ (V1Y) J8SInpe JuswisaAul jiejal e se Bunoe usym seafojdwe aiow 1o suo Aq
ON SOA | 1IN0 paLted saniAloe 0} Buliejas sienew Inoge sjure/dwoo 19A00 Uinlal Siy) ul pauiodal elep ay) seoq L

NOILYHVY103d NHNL3Y 1IN / O NILHOd3Y SH3SIAQV LNJWNLSIANI T1IVL3H A9 SLNIVIdINOD
HVZ 0L+ 4SIg 0} sbuojeq xauue siy |
HVYZ'0L'L dSIQ ul 0} paiajad ‘sjuawalinba. Builiodas suljuo ayl Jo uonensn|| 4oL Xxauuy

6/S10T SOA
S9/S10C VDA



FCA 2015/65

FOS 2015/9
Part 2: Comes into force on the day the instrument is made
Amend the following as shown.
4 Standard terms
4.2 Standard terms
Application of DISP 1 to DISP 3
423 R  The following rules and guidance apply to VJ participants as part of the

standard terms, except where the context requires otherwise:

(1) DISP 1 (Treating complainants fairly), except:

(b) DISP 1.10 (Complaints reporting rules); and
(ba) DISP 1.10A (Complaints data publication rules); and

(©

Part 3: Comes into force on 30 June 2016

Section A:  Provisions made by the FCA and the Financial Ombudsman Service

Limited
1.5 Complaints resolved by close of the third business day
1.5.1 R The following rules do not apply to a complaint that is resolved by a

respondent by close of business on the third business day following the day
on which it is received:

(1) the complaints time limit rules texeeptPISP 6 IRH-Keepingthe
complathantnformedy: and
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Summary resolution communication

1.54 R Where the respondent considers a complaint to be resolved under this
section, the respondent must promptly send the complainant a ‘summary
resolution communication’, being a written communication from the
respondent which:

Section B:  Provisions made by the FCA

1.10 Complaints reporting rules

Information requirements

1.10.2 R PartA-of DISP I Annex-{requires{fortherelevantreporting periody

@

P

(1) Where a firm receives less than 500 complaints in a reporting period,
Part A-1 of DISP 1 Annex 1 requires, for the relevant reporting period
and in respect of particular categories of products:

(a) in Table 1, information about the total number of complaints
received by the firm and the cause of the complaint;

(b) in Table 2, information about the number of complaints that
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were:
(i) closed or upheld within different periods of time; and
(i) the total amount of redress paid by the firm in relation

to complaints upheld and not upheld in the relevant
reporting period; and

in Table 3, information providing context about the complaints
received.

(2) Where a firm receives 500 or more complaints in a reporting period,

Part A-2 of DISP 1 Annex 1 requires, for the relevant reporting period

and in respect of particular categories of products:

(@

(b)

in Table 4, information about the total number of complaints
received by the firm and the cause of the complaint;

in Table 5, information about the number of complaints that
were:

(1) closed or upheld within different periods of time; and
(i) the amount of redress paid by the firm in relation to

complaints upheld and not upheld in the relevant
reporting period; and

in Table 6, information providing context about the complaints
received.

For the purposes of DISP 1.10.2R, DISP 1.10.2-AR and DISP 1.10.2AR,
when completing the return, the firm should take into account the following

matters.

(2) Under BESP1HI02RGa) DISP 1.10.2R(1)(b), DISP 1.10.2R(2)(b) or
DISP 1.10.2-AR, a firm should report information relating to all
complaints which are closed and upheld within the relevant reporting

period, including those resolved under DISP 1.5 (Complaints resolved

by close of the third business dav) &n—y%w#aa%te%eh—r&kmﬁeﬂ

+6-4R)and-afinalresponse. Where a complaint is upheld in part or

where the firm does not have enough information to make a decision
yet chooses to make a goodwill payment to the complainant, a firm
should treat the complaint as upheld for reporting purposes. However,
where a firm rejects a complaint, yet chooses to make a goodwill
payment to the complainant, the complaint should be recorded as
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rejected'.

If a firm reports on the amount of redress paid under BESPHIO2R(4);
DISP 1.10.2R(1)(b)(ii), DISP 1.10.2R(2(b)(ii), DISP 1.10.2-AR(4) or
DISP 1.10.2AR, redress should be interpreted to include an amount
paid, or cost borne, by the firm, where a cash value can be readily
identified, and should include:

If a firm reports on the amount of redress paid under BESPHIHO2R(4);
DISP 1.10.2R(1)(b)(ii), DISP 1.10.2R(2)(b)(ii), DISP 1.10.2-AR(4) or
DISP 1.10.2AR, the redress should not, however, include repayments
or refunds of premiums which had been taken in error (for example
where a firm had been taking, by direct debit, twice the actual premium
amount due under a policy). The refund of the overcharge would not
count as redress.

Complaints data publication rules

Mode and content of publication

G

[deleted]
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Publication of complaints data by the FCA

G (1) Toimprove consumer awareness and to help firms compare their

G

G

performance against their peers, the F'CA publishes:

(a) complaints data about the financial services industry as a whole;
and

(b)  firm-level complaints data for those firms that are required to
publish a complaints data summary or the total number of
complaints (as appropriate) under DISP 1.10A.1R.

The FCA also publishes firm-level information giving context to the
complaints data reported to it for those firms that are required to
publish that information under DISP 1.10A.1R.

For firms reporting 500 or more complaints under DISP 1.10.1R(1) or 1000

or more complaints under DISP 1.10.1R(2) in the relevant reporting period,

the F'CA will publish the firm-level complaints data and information

providing context to the complaints data reported to it either:

a

after the firm provides the appropriate consent in the complaints data
report and confirms that the reported data accurately reflects the data
which it will publish under DISP1.10A.1R; or

after the FCA receives an email from the firm under DISP 1.10A.4R
confirming that the complaints data summary accurately reflects the
report submitted to the FCA, that the summary has been published and
where it has been published.

For firms with only a limited permission that report complaints to the FCA

under the reporting requirements in SUP 16.12, the FCA will publish the

firm-level complaints data reported to it after the FCA receives an email from

the firm under DISP 1.10A.4R. That email should confirm that the total

number of complaints accurately reflects the report submitted to the FCA

under SUP 16.12, that the total number of complaints has been published and

where the information has been published.

1 Annex IR Complaints return form

Ilustration of the reporting requirements, referred to in DISP 1.10.1R

Complaints Return (DISP 1 Ann 1R)

GROUP REPORTING ANH-RETURN-DECLARATION

1 Does the data reported in this return cover complaints Yes / No
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complaints relating to more than one entity? {Yes'-thenlist

the firmreference-numbers{FRNs)-of all the-entities-included

If ‘Yes’ to 1 (above) list the firm reference numbers (FRNs) of

111111

all of the additional entities included in this return. Use the ‘add’

button to add additional FRNSs.

NIL RETURN DECLARATION

We wish to declare a nil return

(If ‘'Yes’, leave all tables blank, including the contextualisation
metrics in tables 3 and 6).

RETURN DETAILS REQUIRED

Total eomplaints complaints outstanding at reporting period
start date

Total number of complaints opened during the reporting period

COMPLAINTS DATA PUBLICATION BY FCA AND FIRMS

If you are reporting 500 or more complaints under DISP
1.10.1R(1) or 1000 or more complaints under DISP 1.10.1R(2),
do you consent to the FCA publishing the complaints data and
information on context contained in this report and due to be
published under DISP 1.10A in advance of the firm publishing
the data itself?

If ‘'Yes’ to 47 (above), does the firm confirm that the complaints
data and information on context contained in this report
accurately reflects the information to be published by the
reporting firm under DISP 1.10A?

Yes / No

—
o
o

—_
o

Yes/No

Yes/No
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Table 2

Complaints closed, upheld and redress when fewer than 500 opened complaints

o

O}

L

L

(m)

Ol

o

<

pred ssaipad [eloL

pjayadn Jou Sjure|dwod
10] pred SSaipai [2j0 |

Sjure|dwod pjaydn
10J pred Ssaipal [Bl0 [

preydn sjurejdwod [ejo ]

posojo sjure[dwod [ejoL
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SAep
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Product/service grouping

Total banking and credit cards

Total insurance & pure protection

111

117 | Total home finance

132

143 | Total decumulation & pensions

159 | Total investments
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PART B

NOTES ON THE COMPLETION OF THIS RETURN

Nil returns

Valuing data to be reported

Firms should report the actual data requested in this complaints return, using single units. When
reporting information on context in Table 6 of Part A-2, lines 167, 174, 175, 191, 192, 204, 205, 222
and 223 firms may use decimals.

Product/service groupings

Product and cause categories

A complaint should be reported against the product/service element complained about; this may be

dlfferent to the main pollcy |tself Eepe*amplﬁepa%—asswanee—pehey—mthﬂan—attaehmg—enﬂeat

FepeFted—uﬂder—eﬂﬂeat—HJHess— For example for a current account W|th attached packaqed account
products or policies, where the complaint relates to the current account element, it should be reported
under ‘Current accounts' but where the complaint relates to the packaged account element, it should
be reported under ‘Packaged accounts'.

In Table 1 of Part A-1 and Table 4 of Part A-2, in relation to complaints about platforms in the
investments product/service grouping, firms should include complaints about the platform rather than
the underlying funds or investments.

A complaint should only be reported in Part B if it is not covered by a specific category in Part A.

A lender should report complaints about the way in which it collects debts due under loans where it is
the lender in the relevant lending category.

Where Table 1 of Part A-1 and Table 4 of Part A-2 refer to ‘Other’ products or services (for example,
‘Other banking’ or ‘Other regulated home finance products’), a firm should provide information for up
to a maximum of five products or services.

In Table 1 of Part A-1, and Tables 4 and 5 of Part A-2, a complaint should only be reported in a
‘packaged multi_product’ category (for example, ‘General insurance packaged multi products’ or
‘Pensions packaged multi products’), if it is not apparent to which underlying product the complaint
relates. For insurance purposes, this may cover both households or small businesses.

In Table 4 of Part-A-1, where a complaint is claims related, it should be recorded in ‘column O’ as well
as the relevant column of columns B to N.

In Table 6 of Part A-2, a product should only be included in a ‘packaged multi product’ category if it is
not apparent to which underlying category the policy, pension, investment or account relates.

Contextualisation

When providing information giving context to its complaints data, a firm should choose the metric
which best reflects whether the business undertaken by the firm predominantly involves
intermediation or the provision of products or services by the firm itself. When completing a group
report (i.e. the complaints return covers more than one entity — see Question 1, DISP 1 Annex 1R), a
group should choose the metric which best reflects whether the business for all firms included in the
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group report predominantly involves intermediation or the provision of products or services. A firm or
group _should only provide information_on context for either intermediation or provision, not both
activities.

For provision, information on context should indicate the total volume of a firm’s relevant business at
the end date of the reporting period; this is likely to include accounts opened, loans provided, policies
sold and funds and investments provided, and that are still in force, before the commencement of the
relevant reporting period.

For intermediation, information on context provided by a firm should indicate the number of sales
within the relevant reporting period only.

In Table 3 of Part A-1 or Table 6 of Part A-2:

(1) When reporting information about the ‘number of balances outstanding’ in the ‘Home Finance’
product category, firms should report the total number of balances outstanding (all loans) as
reported by the firm at row E.45 or E.53 of E(2) in SUP 16 Annex 19A (Mortgage Lenders and
Administrators Return) on the firm’s most recent return.

(2) When reporting information _about intermediation sales in the ‘Crowdfunding / peer to peer’
product category, firms should provide the number of funded pitches within the reporting
period.

(3) When reporting information about the ‘number of policies in force’ the reported information

should cover the number of existing accounts or policies or any relevant past policies that
relate to the complaint(s) being reported. For example, in relation to payment protection
insurance, a firm may no longer have any current policies in force and the firm may wish to
include the total number of past policies issued/sold.

(4) When reporting the ‘number of client accounts’, any underlying funds should not be counted.
For example, for an ISA you should count the ISA wrapper not the individual funds held within
it, or for investment bonds you should count the bond policies not the individual funds.
Similarly, when reporting information about a product which is contained within a packaged
multi product, only the packaged multi product should be counted rather than all of the
underlying policies, funds or investments. However, for insurance purposes where there are
packages of underlying and identifiable separate policies these should be counted separately.

(5) When reporting the number of policies sold/number of sales or equivalent transactions,
renewals should be included.

Transparency

To improve consumer awareness and to help firms compare their performance against their peers,
the FCA publishes:

(1) complaints data about the financial services industry as a whole; and
(2) firm-level data for firms required to publish their data under DISP 1.10A.1R.

The FCA also publishes firm-evel information giving context to the complaints data reported where
firms are due to publish that information under DISP 1.10A.1R. This will be the data in Table 6 of Part
A-2, lines 167,174,175, 191, 192, 204, 205, 222 and 223.

For firms reporting 500 or more complaints under DISP 1.10.1R(1) or 1000 or more complaints under
DISP 1.10.1R(2) in the relevant reporting period, the FCA will publish the complaints data of the firm

(1) after the firm provides consent in the report; or

(2) (if the firm does not provide consent) after the FCA receives an email from the firm confirming
that the complaints data summary accurately reflects the report submitted to the FCA, that the
summary has been published and where it has been published as required by DISP
1.10A.4R.

If the firm ticks the ‘Yes’ box in this report consenting to the FCA publishing the firm’s complaints data,
it must also confirm that the data contained in the report accurately reflects the information to be
published by the reporting firm.
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If the firm has submitted a joint report on behalf of a group, the firm should only tick the ‘Yes’ box
consenting to the FCA publishing the complaints data if the firm is authorised to do so by those firms
on whose behalf it is submitting this report.

A firm which does not provide consent in this report must still ensure that the complaints data
contained in this report accurately reflects the data which the firm is required to publish under DISP
1.10A.1R and confirm this to the FCA under DISP 1.10A.4R.
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DISP 1 Annex 1A is deleted in its entirety. The deleted text is not shown.

Amend the following as shown.

1 Annex 1IBR  Complaints publication report
This table belongs to DISP 1.10A.2R.

Complaints publication report
Firm name: .........ccuuee.
Group: (if applicable): .........ccecueueeet
Other firms included in this report (if any): ..................
Period covered in this report: [e.g. 1 January — 30 June 2015 or 1 January — 31 December 2015]

Brands/trading names covered: .........cccceeererunee
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Note 1: When providing the appropriate information on the context of complaints, a firm should

choose the metric which best reflects whether the majority of business undertaken by the firm
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involves the provision of products or services by the firm itself or intermediation. A firm should only
provide information on context in respect of either provision or intermediation, not both activities.

Note 2: For provision, information on context should relate the number of complaints opened within
the reporting period to the total volume of a firm’s relevant business at the end date of the reporting
period. This is likely to include accounts opened, loans provided, policies sold and funds and
investments provided before the commencement of the relevant reporting period.

Note 3: For intermediation, information on context published by a firm should relate the number of
complaints opened within the reporting period to the number of sales within the relevant reporting

period only.

Note 4: It is recommended that firms publish appropriate information on context in respect of credit-
related complaints. However, publication of this data is not mandatory.

Note 5: When a firm publishes the ‘main cause of complaints opened’, this should be the cause
category prompting the largest number of complaints for the relevant product/service grouping in
Table 4 of Part A-2, DISP 1 Annex 1.

TP 1 Transitional Provisions
(1) | (2) Material to | (3) (4) Transitional provisions &) (6)
which the Transitional Handbook
transitional provision: provision
provision dates in force | coming into
applies force
39 DISP 1.5 R | (1) In respect of reporting periods | From 30 June | From 30
DISP 1.10 and starting on or before 29 June 2016 June 2016
DISP 1.10A 2016, the rules and guidance in
DISP 1 Annex column (2) continue to apply to a
1R, DISP 1 firm as they stood at the beginning
Annex 1BR of the relevant reporting period for
the purposes of reporting
information about complaints
under DISP 1.10 and DISP 1
Annex 1R, and publishing
complaints data under DISP
1.10A and DISP 1 Annex 1BR.
(2) For reporting periods
commencing on or after 30 June
2016, the rules and guidance in
column (2) apply as they stood on
30 June 2016.
40 DISP 1.5 G | The effect of TP 39(1) is that a From 30 June | From 30
DISP 1.10 and firm with a reporting period which | 2016 June 2016
DISP 1.10A, starts on or before 29 June 2016
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DISP 1 Annex

1R, DISP 1
Annex 1BR

should continue to use the rules,
guidance, reporting forms and
publication forms as they were at
the start of the relevant reporting
period and is not required to report
or publish information about
complaints resolved under DISP
1.5 by close of the business day
following its receipt in such a
reporting 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 following the day on
which it is received.
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