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COMPLAINTS HANDLING AND CALL CHARGES INSTRUMENT 201 5

Powers exercised by the Financial Conduct Authority

A. The Financial Conduct Authority makes this ingtent in the exercise of the
following powers and related provisions in the Act:

(1)
(2)
3)
(4)
(5)
(6)

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

section 137T (General supplementary powers);

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

section 226 (Compulsory jurisdiction);

paragraph 7 (Annual reports) of Schedule 17 (Thé@sman Scheme); and
paragraph 13(1), (3) and (4) (FCA'’s rules) of Sclied 7.

B. The rule-making powers listed above are spetiioe the purpose of section 138G(2)
(Rule-making instruments) of the Act.

Commencement
C. (2) Parts 4 and 7 of Annex C (DISP) of thidrms\ent come into force on 23 July
2015.
(2) Part 1 of Annex C (DISP) of this instrumentsnes into force on 1 October
2015.
3) Part 1 of Annex A (Glossary), Annex B (GENgare2 of Annex C (DISP) and
Annex D (CONC) of this instrument come into forece26 October 2015.
4) Part 2 of Annex A (Glossary) and Parts 3, & @mof Annex C (DISP) of this

instrument come into force on 30 June 2016.

Amendments to the Handbook

D. The modules of the FCA’s Handbook of rules anignce listed in column (1)
below are amended in accordance with the Annextgdanstrument listed in
column (2).

1) (2)
Glossary of definitions Annex A
General Provisions (GEN) Annex B
Dispute Resolution: Complaints sourcebook (DISP) né&nC
Consumer Credit sourcebook (CONC) Annex| D
Notes
E. In Annexes C and D to this instrument, the “sb{endicated by Note:”) are

included for the convenience of readers but ddarot part of the legislative text.
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Citation

F. This instrument may be cited as the Complair@sdiing and Call Charges
Instrument 2015.

By order of the Board of the Financial Conduct Aarity
2 July 2015
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Annex A
Amendments to the Glossary of definitions

In this annex, underlining indicates new text atndkieg through indicates deleted text,
unless otherwise stated.

Part 1: comes into force on 26 October 2015

Insert the following new definition in the approge alphabetical position. The text is not
underlined.

call charges rule GEN7.2.1R.

Amend the following as shown.

respondent (2) (inDISP, FEESS anrd CREDSO andGEN 7) afirm (except a
UCITS qualifiey, payment service provideglectronic money
issueror VJ participantcovered by th€ompulsory
Jurisdiction or Voluntary Jurisdictiorof theFinancial
Ombudsman Service

Part 2: comes into force on 30 June 2016

Insert the following new definition in the approge alphabetical position. The text is not
underlined.

summary resolution has the meaning given DISP 1.5.4R.
communication

Page 3 of 43



FCA 2015/39

Annex B

Amendments to the General Provisions (GEN)

After GEN 6 insert the following new chapter. Afithe text is new and is not underlined.

7.1

7.1.1

7.1.2

7.1.3

7.1.4

7.1.5

Charging consumers for telephone calls
Application
Who? Where?

R This chapter applies tdian carrying on activities from an establishment in
the United Kingdom

What?

R This chapter applies wherfren operates a telephone line for the purpose of
enabling aconsumeto contact thdirm in relation to a contract that has been
entered into with th&rm in the course of, or in connection with:

(1) regulated activitiesor
(2) payment services.
MiFID firm exception

R This chapter does not apply for telephoresiprovided in respect of
contracts relating to thdiFID businessof afirm.

Payment services exception
R  Thischapter does not apply for telephone lines which:

(2) enablgayment service usets request information to which
paragraph (2) of regulation 48 of tRayment Services Regulations
applies; or

(2) relate to the termination off@amework contragtunless:

(@) theframework contractvas concluded either for a fixed period
of more than 12nonthsor for an indefinite period; and

(b) atleast 1honthsof theframework contrachave expired.
Complaints exception

R  This chapter does not apply for telephoresiprovided by eespondentor
the purpose of enabling &figible complainanto submit acomplaint
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7.1.6 G DISP1.3 contains rules that apply for telephone linewided by
respondent$or the purpose of enablirgigible complainantso submit
complaintsto arespondent

Application to firms carrying on credit-relatedytgated activities

7.1.7 G Aneffect o GEN7.1.1R andsEN7.2.1R is that this chaptapplies for
contracts by which &rm provides, or agrees to providzedit broking
services. In particulathis chapter applies where a telephone line isaipdr
by acredit brokerso that following the entry into a contract for gr@vision
of credit brokingservices, @ustomeiis able to contact thie@m with a view
to entering into @redit agreemenbr aconsumer hire agreement

Related consumer credit rules

7.1.8 G  The following provisions @@ONCcontinue to apply wherefam operates a
telephone line in respect of the relevargdit-related regulated activitidsut
thecall charges ruledoes not apply (for example, where a telephoneigine
operated for the purpose of enablingpasumeto contact théirm before a
contract has been entered into):

(1) CONC2.5.8R andCONC2.5.9G (unfair business practices: credit
broking);

(2) CONC2.6.3R andCONCZ2.6.4G (unfair business practices: debt
counselling, debt adjusting and providing credibrmation services);

(3) CONC3.3.9G (financial promotions and communications);

(4) CONC3.9.5R andCONC3.9.6G (financial promotions and
communications in relation to debt counselling detit adjusting);

(5) CONC7.9.5R (arrears, default and recovery); and

(6) CONCS8.7.6R (charging for debt counselling, debt adwaicd related
services).

7.2 Call charges
Call charges rule

7.2.1 R Afirm which operates a telephone line for the purposnabling a
consumeto contact thdéirm in relation to a contract that has been entered
into with thefirm, must not bind theonsumeto pay more than the basic rate
for the telephone call.

7.2.2 G The contract entered into with flmen may be in writing or otherwise.

Page 5 of 43



7.2.3

7.2.4

7.2.5

FCA 2015/39

Meaning of basic rate

R

For the purposes of tt@ll charges rulethe basic rate is the simple cost of
connection and must not provide fiven with a contribution to its costs or
revenues.

The following numbers, if used toyns, would comply with theall charges
rule:

(2) geographic numbers or numbers which are avgay at the same
rate, which usually begin with the prefix 01, 0208,

(2) calls which can be free of charge to call,gwample 0800 and 0808
numbers; and

3) standard mobile numbers, which usually begth the prefix 07,
provided that the firm ordinarily uses a mobile fento receive
telephone calls.

The following numbers, if used tiyns, would not comply with theall
charges rule

(2) premium rate numbers that begin with theipr@®;

(2) other revenue sharing numbers in which aqouf the call charge
can be used to either provide a service or makeadl payment to the
firm, such as telephone numbers that begin with tHex@&4 or
0871, 0872 or 0873; and

3) telephone numbers that begin with the pre8x0 as the cost of
making a telephone call on such nhumbers can beehtglan a
geographic cost and will vary depending ondbasumer’selephone
tariff.
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Annex C
Amendments to the Dispute Resolution: Complaintsaircebook (DISP)
In this annex, underlining indicates new text atndkisg through indicates deleted text,

unless otherwise stated.

Part 1: comes into force on 1 October 2015

1 Treating complainants fairly

1.2 Consumer awareness rules

Publishing and providing summary details, andrimf@tion about the Financial
Ombudsman Service

1.2.1 R  To aid consumer awareness of the protectéfiered by the provisions in
this chapterrespondentsnust:

[Note: article 15 of thaJCITS Directive article 13(2) of théADR Directive
and article 14(1) of th©DR Regulationand regulation 19 of th&DR

Requlationg

Part 2: comes into force on 26 October 2015

1.3 Complaints handling rules

Where aespondenbperates a telephone line for the purpose of erabh
eligible complainanto submit acomplaint the complainanimust not be
bound to pay more than the basic rate when contatiterespondenby

telephone.

1.3.1AA

170

1.3.1AB

Py

For the purposes @ISP1.3.1AAR the basic rate is the simple cost of
connection and must not provide flespondentvith a contribution to its
COSts or revenues.

The following numbers, if used byraspondentwould comply withDISP
1.3.1ABR:

1.3.1AC

Py
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Py

3)
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geographic numbers or numbers which are alwayatdbe same rate,
which usually begin with the prefix 01, 02 or 03;

calls which can be free of charge to call, for eg®800 and 0808
numbers; and

standard mobile numbers, which usually begin vwhthgrefix 07,
provided that theespondenordinarily uses a mobile number to
receive telephone calls.

The following numbers, if used byraspondentwould not comply with

DISP1.3.1ABR:

)
)

premium rate numbers that begin with the prefix 09;

other revenue sharing numbers in which a porticthefcall charge
can be used to either provide a service or makeall payment to the
respondentsuch as telephone numbers that begin with thexfe4
or 0871, 0872 or 0873; and

telephone numbers that begin with the prefix 0&8&he cost of
making a telephone call on such numbers can beshtban a
geographic cost and will vary depending onghgible complainant’s
telephone tariff.

Part 3: comes into force on 30 June 2016

15

151

Complaints resolved by close of the-rext thirdusiness day

R

The followingulesdo not apply to @omplaintthat is resolved by a
respondenby close of business on the thirdsiness dajollowing s
reeeipt the day on which it is received:

(1)

(2)

thecomplaints time limit rulegexceptDISP1.6.1R(1) (Keeping the
complainant informed); and

the complaints forwardingles;
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1.5.2A

153

[EEN

N
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G Complaintsfalling within this section are still subject toeteomplaint
complaints resolution rules

When a complaint is resolved

R

A complaintis resolved where the complainant has indicated@tance of a

response from theespondentwith neither the response nor acceptance

having to be in writing.

-Forthe purposes-of-this-section:

alada aYaaliia malala¥alaYakaV)
- UrAY SAw. Ci Vv

itinkp{eld]

Summary resolution communication

R

Where thaespondentonsiders @omplaintto be resolved under this

section, theespondeninust send the complainant a ‘summary resolution

communication’, being a written communication fradme respondentvhich:

@

refers to the fact that the complainant has mackelaintand
informs the complainant that tihespondentow considers the
complaintto have been resolved;

tells the complainant that if he subsequently desithat he is
dissatisfied with the resolution of tkemplainthe may be able to refer
the complaintto theFinancial Ombudsman Service

indicates whether or not tmespondentonsents to waive the relevant
time limits inDISP2.8.2R oDISP2.8.7R (Was the complaint referred
to the Financial Ombudsman Service in time?) biuliog the
appropriate wording set out DISP1 Annex 3R,;

provides the website address of Fheancial Ombudsman Servicand

refers to the availability of further informatiom ¢he website of the

Financial Ombudsman Service.

[Note: article 13 of théADR Directivé
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The information regarding tiHéinancial Ombudsman Servicequired to be
provided in ssummary resolution communicatishould be set out clearly,
comprehensibly, in an easily accessible way anthprently, within the text
of those responses.

In addition to sending a complainand@mmary resolution communicatjan
respondenmay also use other methods to communicate theniramon
referred to iMISP1.5.4R(1) to (5) where—

(1) therespondentonsiders that doing so may better meet the
complainant’s needs; or

(2) the complainant anespondenhave already been using another
method to communicate about tt@mnplaint

An example oDISP 1.5.6G(1) may be whereraspondents aware that a
complainant is visually impaired. An exampledSP 1.5.6G(2) may be
where aespondenhas been communicating with a complainant about a
complaintby telephone.

1.10 Compilaints reporting rules

Information requirements

1.10.2 R PRartA-obISP-1-Annex-tequires{fortherelevantreportingperiod)
information about:

@ 4 | I : lai wved by thérm-
&)  withinfourweeks-orless-ofreceipt;
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(1) Where dirm receives less than 5@0mplaintsn a reporting period,
Part A-1 ofDISP1 Annex 1 requires, for the relevant reporting @eri
and in respect of particular categories of products

(@) inTable 1, information about the total numbecomplaints
received by théirm and the cause of tle®@mplaint

(b) inTable 2, information about the numbercoimplaintsthat
were:

() closed or upheld within different periods of tinagd

(i) the total amount of redress paid by ting in relation
to complaintsupheld and not upheld in the relevant
reporting period; and

(c) inTable 3, information providing context about twnplaints
received.

(2) Where dirm receives 500 or momplaintsn a reporting period,
Part A-2 ofDISP 1 Annex 1 requires, for the relevant reporting @eri
and in respect of particular categories of products

(@) inTable 4, information about the total numbecomplaints
received by théirm and the cause of tlo®mplaint

(b) inTable 5, information about the numbercomplaintsthat

were:
() closed or upheld within different periods of tinagxd
(i) the amount of redress paid by fiven in relation to

complaintsupheld and not upheld in the relevant
reporting period; and

(©) in Table 6, information providing context about tdmmplaints
received.

1.10.3 G

(2) Unded¥SP1102REHaPISP1.10.2R(1)(b)()) DISP
1.10.2R(2)(b)(i) oDISP 1.10.2-AR, dirm should report any

complaintto which it has given a response which upholds the
complaint even if any redress offered is disputed by thapainant.
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For this purpose, 'response’ includes a resporder time complainant's
written acceptancaule (DISP 1.6.4R),-and éinal response&nd a
summary resolution communicatidWhere acomplaintis upheld in
part or where thérm does not have enough information to make a
decision yet chooses to make a goodwill paymetiieaomplainant, a
firm should treat theomplaintas upheld for reporting purposes.
However, where &irm rejects acomplaint yet chooses to make a
goodwill payment to the complainant, tbemplaintshould be
recorded as 'rejected'.

(3) If afirm reports on the amount of redress paid uBH&P1-102R(4),
DISP1.10.2R(1)(b)(ii)DISP 1.10.2R(2(b)(ii))DISP1.10.2-AR(4) or
DISP1.10.2AR, redress should be interpreted to incardamount
paid, or cost borne, by tiem, where a cash value can be readily
identified, and should include:

(4) If afirm reports on the amount of redress paid uBH&RP1-10-2R{4),
DISP 1.10.2R(1)(b)(ii)DISP 1.10.2R(2(b)(i))DISP1.10.2-AR(4) or
DISP1.10.2AR, the redress should not, however, inchepayments
or refunds of premiums which had been taken inréfas example
where dirm had been taking, by direct debit, twice the acpmamium
amount due under a policy). The refund of the dvarge would not
count as redress.

1.10A Complaints data publication rules

Mode and content of publication

1.10A.8 G
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Publication of complaints data by the FCA

1.10A.10 G (1) Toimproveconsumelwareness and to hdipms compare their
performance against their peers, B@A publishes:

(@) complaintsdata about the financial services industry as aleyh
and

(b) firm-levelcomplaintsdata for thosérms that are required to
publish acomplaintsdata summary or the total number of
complaints(as appropriate) undédSP1.10A.1R.

(2) TheFCAalso publishefirm-level information giving context to the
complaintsdata reported to it for tho$iems that are required to
publish that information und€&I1SP 1.10A.1R.

1.10A.11 G Forfirmsreporting 500 or moreomplaintsunderDISP1.10.1R(1) or 1000
or morecomplaintsunderDISP 1.10.1R(2) in the relevant reporting period,
the FCA will publish thefirm-level complaintsdata and information
providing context to theomplaintsdata reported to it either:

(1) after thefirm provides the appropriate consent in ¢benplaintsdata
report and confirms that the reported data accyretéflects the data
which it will publish undeDISP1.10A.1R; or

(2) after theFCA receives an email from ttiem underDISP 1.10A.4R
confirming that theeomplaintsdata summary accurately reflects the
report submitted to thECA, that the summary has been published and
where it has been published.

1.10A.12 G Forfirmswith only alimited permissiorthat reporcomplaintsto theFCA
under the reporting requirementsSkP1L6.12, the=CA will publish the
firm-level complaintsdata reported to dfter theFCA receives an email from
thefirm underDISP 1.10A.4R. That email should confirm that the total
number ofcomplaintsaccurately reflects the report submitted toFGA
underSUP16.12, that the total number cdmplaintshas been published and
where the information has been published.

1 Annex 1R Complaints return form
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lllustration of the reporting requirements, referte inDISP1.10.1R

Complaints Return (DISP 1 Ann 1R)

GROUP REPORTING ANHRETFURN-BDECEARATION

Does the data reported in this return cover eomplaints
complaints relating to more than one entity? #-¥Yes'-thenlist

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

If ‘Yes' then list the firm reference numbers (FRNSs) of all of the

Yes / No

111111

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),

Yes / No

=
o
o

=
o
o

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’, 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?
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Fotalredresspaid |m

c b E
9 Current-accounts
10 Creditcards
%Bwemg—andl_'lg%
11
12 ings (inc_Cash ISA. her banki
13 Equityreleaseproducts
14 . ;

Homefinance | Otherregulated-home-financeproducts
15 {including-second-and-subseguentcharge
mortgages)

16 Otherunregulated-home finance products
17 L

General
18 | insurance-& Other-generalinsurance
19 Critical-illness
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Part A-1, DISP Annex 1R

For firms receiving less than 500 complaints in the reporting period

Table 1

Complaints opened when fewer than 500 total opened

FCA 2015/xx

A D H L N N
Inform-
Advising, ;ﬁ':ng/ General
selling — admin/ Arrears
Total and o%t customer related Other
arranging _perfT service
mance
50 Current accounts
51 Credit cards
52 Overdrafts
53 Packaged accounts
54 Savings (including ISAS)

Banking and credit cards

Other banking - Please provide details

25 below
55
56 Total banking and credit cards
57 Equity release
58 Impaired credit
59 Home finance Second and subsequent charge
60 Other regulated home finance products -

Please provide details below

60 X
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63
64
65
66
67
68
69
70

71

Iz N
o N

~
©

|CD
o

Other unrequlated home finance products -
Please provide details below

FCA 2015/xx

61X

Total home finance

Insurance & pure
protection

Property

Motor & Transport

Travel

Pet

Warranty

Assistance

Medical/health

General insurance packaged multi products

Other general insurance - Please provide
details below

71X

Payment protection insurance

Income protection and other accident,
sickness and unemployment

Whole of life/fterm assurance/critical illness

Protection packaged multi products

Other pure protection - Please provide
details below

76 X

Total insurance & pure protection

Decumulation & pensions

Workplace personal pensions (e.qg. SIPP's,
SHP's, PPP's)

Non-workplace personal pensions (e.qg.
SIPP's, SHP's, PPP's)

Trust based pensions (e.g. Occupational
and DB)

Pensions packaged multi products
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89
920
91
92
93
94
95
96
97
98
99

100

101

102

Other pensions - Please provide details
below

FCA 2015/xx

82X |

Annuities (including enhanced and
impaired)

Drawdown and UFPLS

Third way products (e.g. investment linked,
variable, fixed term)

Decumulation packaged multi products

Other decumulation - Please provide details

below

87X

Total decumulation & pensions

Investments

Investment bonds

Endowments

ISAs (where investment held)

Investment trusts

Unit trusts/OEICs

Structured products

ETPs

Discretionary management services

Non-discretionary management services

Platforms

Crowdfunding / Peer to Peer

FX/CED/Spreadbetting

UCITS

Investment packaged multi products
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Other investment products/funds - Please
103 - -
provide details below
103X
104 Total Investments | | | | |
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Table 2

Complaints closed, upheld and redress when fewer than 500 opened complaints
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Total banking and credit cards

Total home finance

Total insurance & pure protection

Total decumulation & pensions

Total investments
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Table 3

Contextualisation metrics when fewer than 500 total opened

164

complaints
Product/service grouping: A B
Intermediation (within the reporting
Provision (at reporting period end date) period)
Banking and credit cards |:| Number of accounts
. Number of balances Number of

Home finance - —_—
_— outstanding sales
Insurance & pure protection Number of policies in force w

polices sold
Decumulation & pensions Number of policies in force w

polices sold

Number of distinct funds or Number of sales or equivalent

Investments - -
— investments accounts transactions
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Part A-2, DISP Annex 1R

For firms receiving more than 500 complaints in the reporting period

Table 4

Complaints opened when greater than or equal to 500

FCA 2015/xx

Product/service

opened complaints A B C E E G 1 J K M N @]
Advising, Information, sums/
selling and | charges or product General admin/ Arrears
Total | arranging performance customer service | Related | Other | Claims
)]
c c c =
o @ o | g | o 2
s | 58| 8§ S S 3
© of | & o g | = o |2 I
L S o = o @ T o b= o
> o B D € £ S| s 9] g
o P Q — = =
— © K S c © = a gl o © _ E
© ) () = © 5 = = ko] o 8 Q =
©) Q c — = 2] o A - " =] 0
gl g 9 g S5 9 EE g | O 2
S| 29| 9| g | g g|c o 5
2 S) 4 9 © 5] Lo S I <
Q — — c () [©)
> a = O O a [&) S
> S S ~ o —
Q@ Q o] ko] n 5} (@]
2| al| | 8| ¢ £
) o o a thJ O

grouping

Product/service

Banking and
credit cards

(S20 (20 (6 B (62 B [6) ]
AN

Current accounts

Credit cards

Overdrafts

Packaged accounts

Savings (including ISAs)

Page 23 of 43




|O‘I
al

B 18 I8 1515
O |© |0 N[O

|C7)
iy

i N i I (@2 I (@) B (o2 2 [ I (o) I [ > I [0 T (@)
R RERBREIRIBIERIRIEIN

|\l
N

NN NN
SR R N

Other banking - Please provide details
below

FCA 2015/xx

55 X

Total banking and credit cards

Home finance

Equity release

Impaired credit

Second and subsequent charge

Other reqgulated home finance products -
Please provide details below

60 X

Other unrequlated home finance products -

Please provide details below
61 X
Total home finance
Property
Motor & Transport
Travel
Pet
Warranty
Assistance
Medical/health
Insurance & pure General insurance packaged multi products
protection Other general insurance - Please provide
details below
71 X
Payment protection insurance
Income protection and other accident,
sickness and unemployment
Whole of life/term assurance/critical illness
Protection packaged multi products
Other pure protection - Please provide
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details below
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76X

Total insurance & pure protection

Decumulation &
pensions

Workplace personal pensions (e.qg. SIPP's,
SHP's, PPP's)

Non-workplace personal pensions (e.q.
SIPP's, SHP's, PPP's)

Trust based pensions (e.q. Occupational
and DB)

Pensions packaged multi products

Other pensions - Please provide details
below

82X |

Annuities (including enhanced and
impaired)

Drawdown and UFPLS

Third way products (e.g. investment linked,

variable, fixed term)

Decumulation packaged multi products

Other decumulation - Please provide
details below

87X

Total decumulation & pensions

Investments

Investment bonds

Endowments

ISAs (where investment held)

Investment trusts

Unit trusts/OEICs

Structured products

ETPs

Discretionary management services

Non-discretionary management services

Platforms

Crowdfunding / Peer to Peer
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EX/CED/Spreadbetting

FCA 2015/xx

UCITS

Investment packaged multi products

Other investment products/funds - Please

provide details below

103 X

Total Investments
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Table 5
Redress paid reported in
Complaints closed, upheld and redress when greater than or equal to 500 opened complaints single units
A B c D E E G H
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Product/service grouping Product/service O3 o ©
105 Current accounts
106 Credit cards
107 Overdrafts
108 | Banking and credit cards Packaged accounts
109 Savings (including ISAs)
110 Other banking
111 Total banking and credit cards
112 Equity release
113 Impaired credit
114 Second and subsequent charge
115 | Home finance Other requlated home finance products
Other unrequlated home finance
116
= products
117 Total home finance
118 Property
119 Motor & Transport
120 | Insurance & pure protection Travel
121 Pet
122 Warranty
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124

125

126
127

128

129

130
131

132
133

134

135

136
137

138
139

140

141
142
143
144
145
146
147

Assistance

FCA 2015/xx

Medical/health

General insurance packaged multi
products

Other general insurance

Payment protection insurance

Income protection and other accident,
sickness and unemployment

Whole of life/term assurance/critical
illness

Protection packaged multi products

Other pure protection

Total insurance & pure protection

Decumulation & pensions

Workplace personal pensions (e.g.
SIPP's, SHP's, PPP's)

Non-workplace personal pensions (e.q.
SIPP's, SHP's, PPP's)

Trust based pensions (e.g. Occupational

and DB)

Pensions packaged multi products

Other pensions

Annuities (including enhanced and
impaired)

Drawdown and UFPLS

Third way products (e.g. investment
linked, variable, fixed term)

Decumulation packaged multi products

Other decumulation

Total decumulation & pensions

Investments

Investment bonds

Endowments

ISAs (where investment held)

Investment trusts
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148
149
150
151
152
153
154
155
156
157

158
159

Unit trusts/OEICs
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Structured products

ETPs

Discretionary management services

Non-discretionary management services

Platforms

Crowdfunding / Peer to Peer

FX/CFED/Spreadbetting

UCITS

Investment packaged multi products

Other investment products/funds

Total Investments
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Table 6 Reported in single units

Contextualisation metrics when greater than or equal to 500 opened complaints

A B
Provision (at reporting Intermediation (within
period end date) reporting period)

Product/service grouping Product/service

Number of accounts:

Current accounts

Credit cards

Savings (inc. ISAS)

Banking and credit cards Other banking

Total banking and credit cards
of which have overdraft facility

of which are packaged accounts

Banking contextualised Number of complaints opened per 1000 accounts

Number of balances
outstanding: Number of sales

[y
(o}
(0]

[EnN
(2]
(o]

'—\
~
o

=
~
=

[EnY
~
N

=
~
w

Equity release

Impaired credit

Second and subsequent charge

Home finance .
- Other requlated home finance products

Other unregulated home finance products

Total home finance

Page 30 of 43




190

Home finance contextualised

Number of complaints opened per 1000 balances
outstanding

Number of complaints opened per 1000 sales

Number of policies in

FCA 2015/xx

force

Number of polices
sold

Insurance & pure protection

Property

Motor & Transport

Travel

Pet

Warranty

Assistance

Medical/health

General insurance packaged multi products

Other general insurance

Payment protection insurance

Income protection and other accident, sickness and

unemployment

Whole of life/term assurance/critical illness

Protection packaged multi products

Other pure protection

Total insurance & pure protection
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193

194

195
196

197
198
199

200

201
202
203

204

Insurance & pure protection

contextualised

Number of complaints opened per 1000 policies in
force

Number of complaints opened per 1000 policies sold

Number of policies in
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force

Number of polices

sold

Decumulation & pensions

Workplace personal pensions (e.q. SIPP's, SHP's,
PPP's)

Non-workplace personal pensions (e.q. SIPP's,

SHP's, PPP's)

Trust based pensions (e.q. Occupational and DB)

Pensions packaged multi products

Other pensions

Annuities (including enhanced and impaired)

Drawdown and UFPLS

Third way products (e.g. investment linked, variable,

fixed term)

Decumulation packaged multi products

Other decumulation

Total decumulation & pensions

Decumulation & pensions
contextualised

Number of complaints opened per 1000 policies in
force
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223

Number of complaints opened per 1000 policies sold

Number of distinct funds
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Number of sales or
equivalent

or investment accounts

transactions

Investments

Investment bonds

Endowments

ISAs (where investment held)

Investment trusts

Unit trusts/OEICs

Structured products

ETPs

Crowdfunding / Peer to Peer

FX/CED/Spreadbetting

UCITS

Investment packaged multi products

Other investment products/funds

Total Investments

of which have discretionary management services

of which have non-discretionary management
services

of which sold through a platform

Investments contextualised

Number of complaints opened per 1000 distinct
funds or investment accounts

Number of complaints opened per 1000 sales or
equivalent transactions
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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
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 should be reported under
‘other—pure—protection’ ‘whole of life/term assurance’ but where the complaint relates to the critical
illness element, it should be reported under ‘eritical-illness’ ‘income protection and other accident,
sickness and unemployment’.

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 cateqgory.

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 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.

In Table 4 of Part-A-1, a complaint should only be reported in the ‘of which claims related’ category if

the complaint relates to an insurance product.

Page 34 of 43



FCA 2015/xx

Contextualisation

When providing information giving context to its complaints data, a firm should choose the metric
which best reflects whether the majority of business undertaken by the firm involves the provision of
products or services by the firm itself or intermediation. A firm should only provide information on
context for either provision or intermediation, 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 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; and

(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’ or the ‘number of distinct

funds or investment accounts’, 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 by the firm.

(4) Where reporting information about a product which is contained within a wrapper, platform or
packaged multi product, only the wrapper, platform or 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, this
should also cover renewals.

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-level 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 set out 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
either:

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

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.

DISP 1 Annex 1A is deleted in its entirety. Theatedl text is not shown.

1 Annex 1BR  Complaints publication report

This table belongs tDISP1.10A.2R.

Complaints publication report
Firm name: ..................
Group: (if applicable): ....................
Other firms included in this report (if any): ............... ...
Period covered in this report: [e.g. 1 January — 3June 2015 or 1 January — 31 December 2015]
Brands/trading names covered: ........................

Number-of Numberof Complaints Closed
Iai L | (| o | withi Iai
opened weeks (%) upheld-by firm
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opened by volume of
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Banking and per 1000
- N/A
credit cards accounts —
per 1000
_Home balances per 1000
finance TSRO sales
— outstanding _
Insurance per 1000 per 1000
and pure policies in policies
protection force sold
Decumulatio per 1000 per 1000
n and policies in policies
pensions force sold
er 1000 er 1000
per LA sales or
Investments M equivalent
—_— or investment =
—————— | transaction
accounts s
(Recommend
_ ed only) per (Recomme
Credit related 1000 nded only) N/A N/A N/A
accounts / er 1000
_ sales
loans _

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 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.

Page 37 of 43




FCA 2015/xx

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.

Part 4: comes into force on 23 July 2015

2 Jurisdiction of the Financial Ombudsman Service

2.2 Which complaints can be dealt with under the Fiancial Ombudsman
Service?

2.2.2 G  The effect of section 234B of tifectis that where @erson(a “successor”)

has assumed a liability (including a contingent)arfeanothepersonwho
was, or would have been thespondenin respect of @omplaint the
complaintmay be dealt with by th@mbudsmaas if the successor were the

respondent

Part 5: comes into force on 30 June 2016

2.8 Was the complaint referred to the Financial Orhudsman Service in time?
28.1 R  TheOmbudsmaran only consider @mplaintif:

(1) therespondenhas already sent tleemplainantts final responser
summary resolution communicatjasr
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2.8.2 R  TheéOmbudsmamannot consider eomplaintif the complainant refers it to
theFinancial Ombudsman Service

(1) more than sixnonthsafter the date on which tlespondensent the
complainant itdinal responsger redress determinatioar summary
resolution communicatiqror

unless:

(5) therespondenhas consented to tii@mbudsmarmonsidering the
complaintwhere the time limits iDISP2.8.2R oDISP2.8.7R have
expired (but this does not apply to a “relevant ptaimt” within the
meaning of section 404B(3) 665MAtheAct).

2.8.3 G  The six-month time limit is only triggerbyg a response which isfiaal
responseer redress determinatioar summary resolution communication

The response must tell the complainant about thensinth time limit that

the complainant has to refecamplaintto theFinancial Ombudsman

Service

IP Transitional Provisions

(1) (2) (3) (4) Transitional provisions (5) (6)
Material to Transitional | Handbook
which the provision: | provision
transitional dates in force coming
provision into force

applies

39 | DISP1.10 R DISP1.10,DISP1.10A,DISP1 From 30 June From 30
and 1.10A, Annex 1R andISP1 Annex 1BR| 2016 June 2016
DISP1 as they stand on 30 June 2016
Annex 1R, apply to &irm in relation to
DISP1 relevant reporting periods ending
Annex on or after 30 June 2016.
1BR

For relevant reporting periods
ending on or before 29 June 201
DISP1.10,DISP1.10A,DISP1

Q)
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Annex 1R andISP1 Annex 1BR

apply as they stood on 29 June

2016.

Part 6: comes into force on 30 June 2016

Sch1

Sch 1.2

Record keeping requirements

G

Handbook| Subject of Contents of | When | Retention period
reference |record record record
must be
made
DISP Complaints | Each On 5 years for
1.9.1R subject to complaint | receipt | complaintsrelating
DISP1.3 - received and to MiFID business
DISP1.8 the measure$ or collective
{otherthan taken for its portfolio
DISP1.5). resolution management
services and 3 yeaf
for all other
complaints

Part 7: comes into force on 23 July 2015

Sch
2

Sch
2.1

Notification requirements

G

Handbook | Matter to be| Contents of Trigger event| Time
reference notified notification allowed
bisP Single Details At the time of| Not
1.10.8G contact poin{ authorisation | specified
DISP1.10.9R or on

subsequent

change
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DISP End of Confirmation by the | Conditions in | Not
1.11.5R(2) |exemption |Societyof Lloyd's that | BISP-11-7 |specified
for member | the condition irB4SP | DISP1.1.12R
of Lloyd's |42+7DISP1.1.12R no|no longer
longer apply to a apply
specifiedmemberof
Lloyd's
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Annex D

Amendments to the Consumer Credit sourcebook (CONC)

In this Annex, underlining indicates new text atrikeg through indicates deleted text.

2.5

2.5.9

2.6

264

3.3

3.3.9

Conduct of business standards: general

Conduct of business: credit broking

Guidance on unfair business practices

G

(9) FEirmsshould note the effect of thoall charges rulen GEN?7.

Conduct of business: debt counselling, debt mdting and providing credit
information services

Guidance on unfair business practices
G

(5) FEirmsshould note the effect of thoall charges rulen GEN7.

The clear fair and not misleading rule and gegral requirements

Guidance on clear, fair and not misleading

G  Afirm should in dinancial promotionor other communication which
includes a premium rate telephone number indicatepgrominent way the
likely total cost of a premium rate call includitige price per minute of a
call, the likely duration of calls and the totastacustomemvould incur if
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3.9.6A

7.9

7.9.5A
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thecustomercalls for the full estimated duratioftirms should note the

effect of thecall charges rulen GEN?7.
[Note: paragraphs 3.9h @BGand 3.18x (box) dDMG]

Financial promotions and communications: debtounsellors and debt

adjusters

Contents of financial promotions and communication

G Firmsshould note the effect of thoall charges rulen GEN7.

Contact with customers

Contacting customers

G Firmsshould note the effect of thoall charges rulen GEN7.

Charging for debt counselling, debt advice antelated services

G Firmsshould note the effect of tloall charges rulen GEN7.
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