[image: A blue logo with white text

Description automatically generated]







[bookmark: _Hlk141793704]Complaint Process Templates



These templates have been designed for IFSO Scheme Participants to adapt and use. They are in word format so you can add your details to create an instant complaint process.


For all enquiries regarding these templates or your complaints process please call 0800 888 202 or email info@ifso.nz
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[bookmark: _Toc142982713][FSP name] Complaints Policy

Dear Customers / [Client Name],

We value complaints

We aim to behave in a way that does not cause complaints. However, we have a complaints policy and internal complaints process to ensure the efficient and effective handling of customer complaints. 

We want to demonstrate our commitment to providing a high-quality service to our customers. We see complaints as an important part of our customer feedback and business improvement process. 

A complaint is, “an expression of dissatisfaction made to [FSP] or to a person engaged by [FSP], relating to our financial advice service (including any regulated financial advice given to a retail customer by [FSP] or on [FSP's] behalf), or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected.  A complaint includes a complaint about a failure to provide a service or give advice”.

All staff are responsible for identifying and responding to complaints in the first instance and directing customers to our internal complaints process if the complaint cannot be resolved.

We record all complaints in our complaint register so that we can learn from these customer experiences and improve our business.

We will

· resolve the complaint as soon as possible
· treat complaints with priority and give a timely response
· try to see things from the customer’s perspective, to understand and address what they think has gone wrong
· be fair and act with integrity
· take a genuine, fresh look at the issues raised and not be defensive
· acknowledge our mistakes and put them right if we can
· manage complaints in accordance with the defined and agreed processes
· train our staff to apply the policy and processes for complaints resolution.



[bookmark: _Toc142982714]Template to publicise and promote your internal complaint 
handling process and services of the IFSO Scheme

We value complaints

We want to demonstrate our commitment to providing a high-quality service to our customers. Our aim is to behave in a way that does not cause complaints. However, things can and do go wrong.  

A complaint is, “an expression of dissatisfaction made to [FSP] or to a person engaged by [FSP], relating to our financial advice service (including any regulated financial advice given to a retail customer by [FSP] or on [FSP's] behalf), or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected.  A complaint includes a complaint about a failure to provide a service or give advice”.

All staff are responsible for identifying and responding to complaints in the first instance and directing customers to our internal complaints process if the complaint cannot be resolved. We see complaints as an important part of our customer feedback and business improvement process. 

To ensure the efficient and effective handling of your complaint we have a
1. complaints policy [link to policy]
1. internal complaint handling process [link to process]
1. complaint review process 

If we are not able to resolve your complaint through our internal complaint process, you can refer your complaint to the Insurance & Financial Services Ombudsman Scheme (IFSO Scheme). 

[FSP Name] is a Participant of the IFSO Scheme. The IFSO Scheme provides a free, independent dispute resolution service to consumers.  You can contact the IFSO Scheme by:

Email:	info@ifso.nz    
Website: www.ifso.nz or make an online complaint.
Freephone: 0800 888 202
Address: PO Box 10-845, Wellington 6143

About the IFSO Scheme

The IFSO Scheme has been approved by the Minister of Consumer Affairs to provide an external disputes resolution service for consumers with complaints about their financial services providers. Financial service providers are required to belong to a dispute resolution scheme. The IFSO Scheme has over 4,000 Participants and can formally investigate a complaint if it is about a Participant of the IFSO Scheme. Since 1995, the IFSO Scheme has provided a free and independent service for thousands of consumers. Each year the IFSO Scheme responds to over 4,000 complaint enquiries and resolve over 300 complaints.
[bookmark: _Toc142982715][FSP name] Customer Complaint Process


Do you have a complaint or problem?

We aim to provide you with the highest quality service and support.  But if you do have a complaint or encounter a problem, please let us know as soon as you can.  Our complaints process outlined below aims to address your concerns.


Step 1 – Let’s sort it out

Discuss your complaint with the person you’ve been dealing with and try to resolve it. 
Call us/me on [          ]; email: [             ] or call in to our office.


Step 2 – Review

If your complaint is not resolved at the end of Step 1, you can call, email, or arrange to see [named senior staff member and contact details] or complete a Complaint / Feedback Form, which details your concerns.

[Named person] will look into your complaint and give you a written response.


Step 3 – I am/we are a Participant of the Insurance & Financial Services Ombudsman Scheme. (“IFSO Scheme”).

If at the end of Step 2, your complaint is not resolved, you can refer your complaint to the Insurance & Financial Services Ombudsman Scheme.. This is a free, independent dispute resolution scheme which will consider your complaint and, either reach an agreed outcome, or make a decision.

Contact details:

Insurance & Financial Services Ombudsman Scheme
Email:	info@ifso.nz    Website: www.ifso.nz  Freephone: 0800 888 202
P O Box 10-845 Wellington 6143, New Zealand
[bookmark: _Toc142982716]
[FSP name] Internal Complaints Process

To all Staff: 

This process is designed primarily for internal use within a business, with our customer-facing complaints process. Our customer-facing complaints process will be made available to all customers [include detail on where – website, in office, in customer documentation].

We have a 3-step complaints process:
Step 1 – Complaint Early Resolution

· We treat every expression of dissatisfaction made to you or to a person engaged by [FSP], relating to your financial advice service, [FSP], or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected is treated as a Complaint.  This includes a complaint about a failure to provide a service or to give advice.
· All complaints are logged in the complaints register.
· We resolve the complaint as soon as possible (ideally immediately, if it can be resolved by providing an explanation or information). 
· Where the customer complaint cannot be resolved and the customer wishes to continue, give the customer an explanation of Steps 2 and 3 of the complaints process, in writing.
Step 2 – Internal Complaints Process
· [bookmark: _Toc141796140]Receipt 
of the complaint is acknowledged in writing (by letter or email as is appropriate) as soon as possible.
· All Step 2 complaints will be escalated to [Named Person 1] as part of our internal complaints process. [if your business has a structure that will support this].
· If appropriate, [Named Person 1] contacts the customer to clarify the complaint. 
· We investigate the complaint, obtaining any relevant information required.
· We reconsider the complaint based on all the information available and its merits. 
· We provide a decision to the customer in writing (“the response”) as soon as we can.
· If the customer does not accept our decision and provides new information or issues, then [Named Person 1] will conduct a further review to determine if the new information or issues change the response. [Named Person 1] will then write the customer a second response (“the second response”) as soon as he/she can. 
Step 3 – Final Review and Decision, if deadlocked referral to the IFSO Scheme

· If the customer does not accept the Step 2 complaint response and wishes to pursue the complaint, then [Named Person 2] reviews the response (and/or second response) again as the last stage in our complaints process.
· If the response remains unchanged, [Named Person 2] advises the customer that we have reached the end of our internal complaints process by notifying them “deadlock” (“the final response”) has been reached. That means if they want to pursue the complaint, the customer can make a complaint to the IFSO Scheme.
Complaints Register – recording procedures

· All customer complaints (expressions of dissatisfaction where a response or resolution is explicitly or implicitly expected) will be recorded in the complaints register. This will include the following details: the customer, the complaint and any action taken to resolve the complaint.
· The complaints register will be reviewed regularly to identify any improvements we can make to the services and/or information we offer customers.
[bookmark: _Toc142982717]
[FSP name] Feedback/Complaint form

I/We would like the opportunity to resolve your complaint. Please complete the form below to help us understand what the problem is and how you would like to resolve it.                   

 Your Details

	Full name(s):

	

	Full name(s):

	

	Address:

	

Post Code:

	What is the best way to contact you? 
	Phone       □           Daytime number:
                               
                                Mobile:
Email         □          Email:                                     

	When is the best time(s) to contact you? 
	



Your Complaint

	When did it occur?


	Who was involved? 


	Please state what happened? (Please provide us with any additional information or copies of documents you think are relevant)										
												
							
			
								


	How would you like the matter to be resolved?  
												
												
												




Signature:								Date:			
Name 

Signature:								Date:			
		Name (if more than one person is our customer) 
[bookmark: _Toc142982718]
File note

	FILENOTE
	Customer Name / Reference

	Date / time

	

	Location

	

	Present

	

	File note date/ author

	

	NOTES
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Complaint acknowledgement letter or email


Dear [customer]

I received your complaint of [date]. As we discussed by telephone/at our meeting, your complaint is about [give short summary of complaint].  

As we discussed, I am making some enquiries into this matter and will be back in touch with you by [date].

In the meantime, if you would like to discuss this further, please feel free to contact me on [contact details].


Yours sincerely,





Name of contact person
 [Participant name]

[bookmark: _Toc142982720]Complaints Review Checklist

Customer:				________________________________________

Date complaint received:	___________________________		
	
	

	1
	Call to customer to confirm issues	Yes   □ 	Date

	2
	Complaint acknowledged                 	Yes   □ 	Date

	3
	Complaints process and timescales discussed with customer	Yes   □  

	4
	What happened? (timeline)












	5
	Who tried to resolve it?

When?

How did I/ they try to resolve it?

 




This may have to be repeated several times if handled by more than one person

	6
	What are the issues for the customer?
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	7
	Is more information required? 	                                         Yes    □	No   □
If yes, what?






	8
	If you were the customer, how would you like it resolved?







	9
	In your written response to the customer have you:
a) Addressed all the customer’s issues? 		                                         Yes   □
b) Referred back to the contract or statement of advice? 	                           Yes   □
c) Referred to evidence for your conclusions? 		                           Yes   □
d) Are all details correct and double checked?		                           Yes   □
e) Left it for a day or asked someone else to review it before sending?        Yes   □

	10
	Are you happy with your position on the basis of:
a) Your contract with the customer?		                                          Yes   □
b) As a reflection of your business culture?		                                          Yes   □

	11
	Complaint accepted 	                                                                     Yes  □ 	No    □


	12
	Letter with outcome of the complaint review sent 	               Yes  □   Date


	13
	Does the complaint indicate any internal changes are required?    Yes  □	No    □
If yes, what are these?      
 






[bookmark: _Toc142982722]Final Review and Decision / Notice of Deadlock checklist

Customer: 		_________________________________________________

Date letter challenging review decision received:    ____________________		
	1         
	Any new information/issues that you need to look into?           Yes  □       No   □

If yes, then go through review checklist again with new information.









	2
	
Are you happy with your position on the basis of:
a) Your contract with the customer?	                                                         Yes  □
b) As a reflection of your business culture?  	                                           Yes  □

	 
	Notice of Deadlock sent?	Yes  □               Date


	4
	Does the complaint indicate any internal changes are required? 	Yes  □	No   □
If yes, what are these?
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This template is provided by the IFSO Scheme for use by Participant members. 
Please cut and paste the text onto your own letterhead and add your own details.

Complaint Process Templates   Page 1

[bookmark: _Toc142982723]Outcome of the Complaint Review letter


Dear [customer]

As I/we discussed on [date], I have reviewed the information you have provided about your complaint and confirm [my/ the FSP’s] position is that [I/we] do not agree with your complaint.

Your complaint

You have explained that [include a description of the complaint].  You have indicated that the outcome you want is [include specific outcome the complainant wants].

[My / The] review

[ Set out a description of:

1. A summary or timeline of what happened.
2. The steps you have taken when considering the complaint.
3. The key information, including the provisions of the contact/ statement of advice etc, which relate to the complaint and that you relied on to make your decision.
4. How you arrived at your decision on the complaint. ]

The decision

After taking all the information into account, I confirm [my/our/ FSP’s] view is that [summarise your position].  

As a result, [I/we/the FSP] do/do not agree with your complaint.

If this does not revolve your complaint, please respond to this letter so that I/we can advise you of the next steps in the process.

Yours sincerely



[bookmark: _Toc142982724]Notice of Deadlock letter

Dear [customer]

[If the customer provides no new information or issues when responding to the review letter.]

I confirm [my/ the FSP’s] position is that [I/we] do not agree with your complaint.

[If the customer provides new information or issues when responding the review letter, then you can write another review letter or include the review comments in this letter as suggested here.]

I have reviewed the additional information you have provided relating to your complaint and I confirm [my/ the FSP’s] position is that [I/we] do not agree with your complaint.  [Then complete the review letter format– “your complaint; the review; the decision”]

Next steps

I confirm that we have been through our internal complaints resolution process and have now reached “deadlock”. 

You can now take your complaint to the Insurance & Financial Services Ombudsman Scheme  (“IFSO Scheme”), as we are a Participant of the IFSO Scheme. 

[If you believe the IFSO Scheme does not have jurisdiction to consider the complaint add this] As [brief of the reason, e.g., it is over the monetary limit], we believe this complaint falls outside of the IFSO Scheme’s jurisdiction.  However, we have issued this notice of “deadlock” so that you can take your complaint to the IFSO Scheme and the IFSO Scheme can determine whether or not it has jurisdiction to consider it.

The IFSO Scheme has been approved by the Minister of Consumer Affairs to provide an external disputes resolution service for consumers with complaints about their financial service providers.  It offers a free and independent complaints service to customers of its Participants and can be contacted as follows:

Insurance & Financial Services Ombudsman Scheme
Email:	info@ifso.nz    Website: www.ifso.nz  Freephone: 0800 888 202
P O Box 10-845 Wellington 6143, New Zealand

If you wish to complain to the IFSO Scheme, you must do so within 3 months of the date of this letter.

Yours sincerely [signature]

[bookmark: _Toc142982725]Complaints Registers

For excel spreadsheet versions of Complaint Registers login at www.ifso.nz and go to the toolkit “Build a Complaints Process”
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