Complaints - General Log 


The information on this log will enable you to complete the required 6-monthly statistics report to the FSA.
O/W = oral/written
   



O* = ongoing




RFC – Recommendation following complaint 

J - Complaint considered justified? (Y/N)

Redress – A (apology) £ ( amount) 

FOS = complaint referred to FOS
A, O, F = Acknowledgement/Ongoing/Final

L = Reply not sent within deadline
	No.
	Date
	O/W
	Complaint type (FSA)

(see below)
	Product
	Name &
file ref 
	J
	5-day

(A/O/F) 
(L)


	4-week

(O/F)

(L)
	8-week

(O*/F)
(L)
	FOS
	Redress
(A or £)
	RFC raised?

(Yes/No)



	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	


Complaint types (FSA categories): Overcharging; Delays; Other admin; Misleading advice; Failure to carry out instructions; Poor customer service; Misleading advertising; Disputes over sums/amounts; Switching/Churning; Breach of contract; Arrears handling; Other (please specify).

Product types (FSA categories): Lifetime mortgage; Flexible mortgage; Impaired Credit Mortgage; Self Cert mortgage; Other regulated mortgage; Mortgage endowment; PPI; Other – see FSA Complaints Return for more categories

