Office of the Complaints Commissioner

This leaflet
explains the role
of the Complaints
Commissioner in

complaints against
the Financial
Services Authority

The Complaints Commissioner provides
an independent assessment of a complaint
brought against the Financial Services
Authority (FSA). This is normally once
the FSA has completed its investigation,
however in exceptional cases the
Commissioner has the discretion to
investigate without an FSA investigation
having already taken place.
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What is the Financial Services
Authority?

The FSA is the single statutory regulator
for the financial services, general insurance
and mortgage industry. Its existence and

remit are set out in the Financial Services
and Markets Act 2000 (FSMA).

The FSA Complaints Scheme

The scheme was set up in September 2001.
It provides the arrangements required
under FSMA for the FSA to investigate
any complaints in connection with the
FSA exercise of, or failure to exercise, its
functions under FSMA, other than its
legislative functions. The scheme is
available on the FSA website (see end of
leaflet for website address).

The scheme provides an important source
of information for the FSA to assess its
performance as regulator and provides a
system of checks and balances for its
stakeholders. The FSA complaints handling
arrangements are explained in a separate
leaflet ‘Bringing a complaint against the
Financial Services Authority’. This is
available from the FSA whose contact
details are set out at the end of this leaflet.



How a complaint will be treated

A complaint should be referred to the
Commissioner where you are dissatisfied
with the decision of the FSA investigation
into your complaint or where you are not
satisfied with the progress made by the
FSA in its investigation of your complaint.

The Commissioner has complete discretion
to decide whether the complaint falls within
his jurisdiction, and if so, whether or not he
will investigate the complaint. Furthermore
if the complaint has not already been put to
the FSA, the Commissioner may decide not
to investigate until the FSA has had
opportunity to investigate the complaint.

If, on the conclusion of the Commissioner’s
investigation, he decides that the complaint
is well founded, recommendations may be
made to the FSA and the complainant about
how things might be put right. If

the Commissioner does not uphold your
complaint he will explain the reasons to you.

The Complaints Commissioner provides
an independent review of complaints
against the FSA and consequently aims to
provide finality to the process. On
occasion complainants views differ from
the Commissioner substantially and they
persist with contacting the Commissioner
after the issuance of his decision.



The Commissioner is also accountable for
the budgeting of his office and thus must
ensure that this is spent wisely and
achieves value for complainants and the
wider public. Consequently there are
occasions where the Commissioner has to
use the discretion available to him not to
investigate a complaint further. Where this
happens a letter will be issued to the
complainant explaining the Commissioner’s
stance. If the Commissioner’s office is
minded not to respond to any further
contact from the complainant this will be
explained within the letter.

Complaints the Commissioner can
deal with

The Commissioner can deal with any
complaint about the way in which the FSA
has carried out, or failed to carry out, its
role. This includes complaints about
mistakes or lack of care, unreasonable
delay, unprofessional behaviour, bias or
lack of integrity by the FSA and its staff.

The Commissioner will investigate your
complaint with a view to completing it
within 20 working days. If the investigation
is going to take longer than that he will
write to inform you and keep you updated.



The Commissioner draws his conclusions
from the evidence available to him and
provides them to both the FSA and the
complainant for any further submissions
that either party wish to make. Once such
submissions have been reviewed a final
decision is published. As the Commissioner
provides conclusions to his independent
investigation, based upon the evidence
available to him, unsubstantiated
allegations are unlikely to be successful.

Complaints the Commissioner
cannot deal with

The Commissioner does not investigate
complaints about firms. Complaints about
firms should be directed to the firm in
question. If dissatisfied with the decision
or complaint to the firm is not possible,
the complaint should be directed to the
Financial Ombudsman Service (FOS),
whose details are available at the end

of this leaflet.

The Commissioner does not investigate
complaints about firms who no longer
exist or cannot meet their liabilities. Such
complaints should be directed to the
Financial Services Compensation Scheme
(FSCS), whose details are also available at
the end of this leaflet.



The Commissioner cannot investigate
complaints about the legislative functions
of the FSA under FSMA. This includes
the making of rules, issuing codes and
general guidance.

If you have a general enquiry about the
financial services industry this should
be addressed to the Consumer Contact
Centre at the FSA. Its details are also at
the end of this booklet.

Is there a time limit for making a
complaint?

Yes. Your complaint should be made to the
FSA within 12 months of your becoming
first aware of the circumstances giving rise
to your complaint. If the complaint is made
later than this you will need to demonstrate
reasonable grounds for the delay.

How can I make a complaint?

Firms must make their complaint in
writing to the FSA (email, fax or letter)
and in turn the Commissioner. Individuals
can make their complaint in any format,
however, a written complaint is preferred
(email, fax or letter). If you are in any
doubt as to whether you have a
complaint, approach the Commissioner
via the contact details provided.



Does it cost anything?

Making a complaint to the FSA and the
Commissioner does not incur any charge.
However if you take specialist or legal
advice you must meet these costs yourself,
even if your complaint is successful.

Contact details
Office of the Complaints Commissioner

8th Floor City Tower
40 Basinghall Street
London EC2V 5DE

Email: complaintscommissioner@fscc.gov.uk
Telephone: 0207 5625530
Website: www.fscc.gov.uk

The Financial Services Authority

FSA Complaints Team
Corporate Services
Financial Services Authority
25 The North Colonnade
Canary Wharf

London E14 SHS

Email: complaints@fsa.gov.uk
Telephone: 0207 066 9870

Website: www.fsa.gov.uk/complaints
(A copy of the complaints scheme is
available at the FSA website above).



Financial Ombudsman Service

South Quay Plaza
183 Marsh Wall
London E14 9SR

Email: complaints-info@financial-
ombudsman.org.uk
Telephone: 0845 080 1800

Website: www.financial-
ombudsman.org.uk

Financial Services Compensation Scheme

7th Floor Lloyds Chambers
1 Portsoken Street
London E1 8BN

Email: enquiries@fscs.org.uk
Telephone: 0207 892 7300
Website: www.fscs.org.uk
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