	Broker name/Logo  


	Customer Complaint Report

	If a complaint has not been resolved by the end of the next business day, the member of staff must complete this report and immediately pass it to [Compliance/Complaints manager/]

	Customer name:


	
	Staff member who took complaint & is completing this form:
	

	Account No:


	
	Broker (may be same as above):
	

	
	
	
	

	Reason for Complaint:

	Provide details of complaint:

	

	

	

	

	

	

	

	How the complaint was made (phone/email/letter/in person etc):

	

	Actions already been taken to resolve the complaint 

· If the complaint was resolved bythe end of the next business day you could record details here (optional), then complete the ‘Complaints resolved by the end of the business day’ log & file a copy of this report on the customer’s file. (Alternatively you can complete the log direct.)
· If it hasn’t been resolved, make a note of action taken so far then pass this sheet - together with relevant documents - to the Complaints Manager/Investigator.

	

	

	

	

	

	

	

	

	Staff Signature:


	
	Date:
	
	Print Name:
	

	Complaints/ Compliance Manager Signature:


	
	Date:
	
	Print Name:
	

	

	Complaints Manager/Compliance Use Only

	Actions taken/Final Outcome: (please give a summary of actions/correspondence, complete the General Complaints Log, then file this report both on the customer’s file and with the General Complaints Log.)

	

	

	

	

	

	Signature
	Date


Please provide all relevant documents to the complaints investigator with this report.
