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Customer Complaints Procedure 
 

 

Introduction 

Our aim is to provide the highest standards of service at all times. We seek to deal  
with all accounts as efficiently and courteously as possible. If a customer feels that we have 
fallen below those high standards, then we will seek to resolve any problems or queries as 
quickly and openly as we can. 
 
Procedure 

This complaint procedure is written in accordance with the FCA Complaint Handling Rules 
and is required to be issued in the event of a customer complaint. The FCA sets out those 
rules within the section of the FCA Handbook known as “Dispute Resolution”, normally 
referred to as DISP.  
 
We will consider all complaints received from an eligible complainant. Eligible complainants 
are defined within DISP 2.7.  We can also confirm that the following would therefore be 
regarded as eligible complainants:- 

a) A private individual  
b)  A business, which has an annual income of less than 1m; or 
c)  A charity, which has an annual income of less than £1m; or 
d) A trustee of a trust, which has a net asset value of less that £11m;  

and 
e) Who is or has been a named customer named on any account held with us. 
f)   The complaint arises out of matters relevant to being or having been a named customer 

of any account held with us; 
or  

g) The complaint arises out of our actions or failure to act where the complainant is a 
potential named customer on an account held with us. 

 
Note: A complaint may be made on behalf of an eligible complainant by another party 
authorised by the named customer.  Anonymous complaints cannot be processed and this 
includes complaints being raised by any third party that has not been authorised by a named 
customer or by law (in the case of a deceased customer (FCA DISP 2.7.2)). A full 
description of eligible complainants is provided in DISP 2.7. 
 

In the event that we receive a complaint it will be recorded appropriately, confirming the 
detail of a complaint to allow us to fully investigate the complaint and track the complaint 
through to resolution.  
 

We will retrieve the necessary documentation relevant to the complaint from our systems.  
The information will be read and any recordings of calls that are available will be reviewed to 
ensure that a full and accurate response can be provided and the right outcome determined so 
that a resolution can be achieved as efficiently and fairly as possible.  
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All colleagues are required to attempt to resolve any complaint at the earliest opportunity 
(within three business working days).  If it appears that a resolution has not been achieved the 
complaint will be escalated to the appropriate manager so that further assistance can be 
offered and in an attempt to bring the complaint to a resolution.  
 

In all circumstances details of ALL complaints will be logged appropriately on the relevant 
log for the attention of the Compliance Department providing an overview of the complaint 
and whether the complaint has been resolved.  
 
If the customer confirms that the complaint is resolved this will be recorded, together with 
details of the outcome of the complaint and the resolution that was agreed.  A Summary 
Resolution Complaint (SRC) letter will be sent to the complainant, providing the Compliance 
Department’s direct e-mail address, Compliance@moorgroup.com and the web address for 
the Financial Ombudsman Service (FOS), www.financial-ombudsman.org.uk. 
 
If it has not been possible to resolve the complaint it is important that full details of the 
unresolved complaint are provided to facilitate a swift investigation and response addressing 
any complaint that is now to be escalated to our Compliance Department.  The account will 
be placed under the sole care of the Compliance Department whilst the complaint is being 
investigated and until a final complaint response is provided for the customer’s attention.  
 
The escalated complaint will be investigated fully by the Compliance Department and either 
a full response (if possible) or an acknowledgement letter will be sent within 5 working 
days.  Any acknowledgement letter being sent will include confirmation of the details of the 
person investigating the complaint and a copy of the Customers Complaint Procedure 
(CR928).  A full response will then be sent in line with the Financial Conduct Authority 
(FCA) Redress handbook DISP 1.6 Complaint time limit rules.   
 

A member of the Compliance Department will be responsible for undertaking the necessary 
inquiries to ensure that the complaint can be fully investigated and if necessary will also be 
responsible for liaison with any third party or Moorcroft Client.  
 
It will be Company policy, where possible to produce a final, substantive response to the  
customer within 14 working days of receipt. The response will include a full  
reply to the nature of the complaint, an indication of any action in relation to the  
account and confirmation of any proposed future action in the event that the  
complainant accepts the response. The response will include the referral rights for the 
Financial Ombudsman Service in the event that the customer is dissatisfied with the response 
and website address www.financial-ombudsman.org.uk.  
  

mailto:Compliance@moorgroup.com
http://www.financial-ombudsman.org.uk/
http://www.financial-ombudsman.org.uk/
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The response will also advise the customer of their right to refer his complaint to the 
Financial Ombudsman Service and will remind him that he must do so within 6 months. It 
will also remind a customer that if they do not refer their complaint within the relevant time 
period the Ombudsman will not have our permission to consider the  complaint and so will 
only be able to do so in very limited circumstances - for example, if the Financial 
Ombudsman Service believes that the delay was a result of exceptional circumstances. It will 
also be confirmed if it is believed that the account is outside the jurisdiction of the Financial 
Ombudsman Service, for example if the debt is not related to a financial product or service 
and therefore a non-regulated account, such as utilities debt or telecommunications debt. 
 
The response will also advise a customer that they can also bring any complaint to the 
attention of the Credit Services Association. 
 
If it has not been possible to send a response within 14 working days, whilst investigations 
continue, the time limits set within the FCA complaint handling rules will apply.  Where 
necessary an update will be sent within 4 weeks of the receipt of the complaint from a 
member of the Compliance Department, explaining in that letter why a final response is not 
yet available. 
 
By the end of 8 weeks after receipt of the complaint a written and final response will be 
provided. If this is not possible a written response will be sent outlining the reasons for the 
further delay and an indication of the period within which a final response will be available. 
Such a response will also advise that the complaint can be referred to the Financial 
Ombudsman Service at this point if a customer is dissatisfied with the delay. A copy of the 
explanatory leaflet will also be enclosed with all regulated accounts along with the Financial 
Ombudsman Service web address www.financial-ombudsman.org.uk.  With non FCA - 
regulated accounts it is only necessary to provide the web address, where such accounts 
remain outside the jurisdiction of the FCA. 
 
 

Complaints that we cannot consider: 

 
 In line with FCA DISP 2.7.2 we would not be able to consider a complaint where the 

consumer is not eligible: 
   
             “  A complaint may be brought on behalf of an eligible complainant (or a deceased  
             person who would have been an eligible complainant) by a person authorised by the  
             eligible complainant or authorised by law. It is immaterial whether the person  
             authorised to act on behalf of an eligible complainant is himself an eligible  
             complainant.’’ 
  
             With the above in mind an eligible complainant would be a named customer or a  
              person who has been authorised by the customer or by law, example executor,      
              appointed via Lasting Power of Attorney.  

http://www.financial-ombudsman.org.uk/
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 Complaints where no name is confirmed 

 
We would not accept any anonymous complaint, so any complaint that is not signed 
and identifiable to the customer or their authorised representative.  

 
 Complaints of an abusive and threatening nature: 

 
We know that when a customer contact us, the things they have to discuss are very 
important to them. They are also very important to us too and we treat all customer 
complaints extremely seriously. 

However, protecting our colleagues to ensure their personal safety and wellbeing is 
equally important to us. We will do our best to deal with the matter that a customer  wants 
to discuss to their  satisfaction, but we cannot accept or tolerate any behaviour directed 
towards any person that contains: 

 offensive language 
 aggressive or threatening behaviour 
 racist, sexist or homophobic language 
 any form of discrimination 

If customer ( or a representative) is aggressive over the phone, our colleagues may stop the 
call and we may only liaise with the customer you in writing in the future. 

 We’ll tell the customer if we believe that their actions are unacceptable, and explain why. 
We’ll also give the customer the chance to change their behaviour before we take any 
action. 

 In exceptional cases, we reserve the right to refuse to consider a complaint or future 
complaints from the customer.  

 All incidents of unacceptable actions are recorded and kept on file. 
 We may only consider written communication rather than phone contact. 
 We may only communicate with someone directly, only through a representative 
 We may NOT continue looking at a complaint. If the customer’s actions or the wording 

used in correspondence are such that we consider them to be offensive, abusive or 
upsetting or if they make our colleagues feel threatened, we will not carry on with 
responding in relation to the complaint and will stop all direct contact with the customer. 
All incidents of physical violence (including threats) will be reported to the police. We 
will however continue to investigate your complaint and if necessary take any remedial 
action such as providing any additional colleague training or feedback that we consider to 
be necessary. 

Internet letters: 

 
We do not consider these letters are relevant to the debt recovery process and we would 
not accept as a complaint, standard internet templated letters which will typically have 
titles such as : 

 
 Cease and Desist 
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 Conditional Acceptance  
 Third party interlopers 
 Notice of Intended Prosecution 
 Pre-Action Protocol 
 Section 10 of DPA 

 
However, we can confirm that we do consider the content of any such letters and  do send an 
appropriate response to any such internet template  letters received to fully explain matters. 
All internet letters are sent to the “Internet Letters” mailbox and are actioned by the 
Litigation Team.  We would also suggest that customers seek relevant guidance from 
organisations that offer free debt advice if they wish to seek clarification regarding the use of 
the above communications for debt recovery purposes: 
 

 National Debtline www.nationaldebtline.org, Tel: 0808 808 4000 
 StepChange Debt Charity www.stepchange.org, Tel: 0800 138 1111 
 Money Advice Service www.moneyadviceservice.org.uk, Tel: 0300 500 500 
 Citizens Advice Bureau (CAB), www.citizensadvice.org.uk / www.cas.org.uk  
 Check your local phone book or Yellow Pages for your nearest Citizens Advice 

Bureau. 
 
If the Compliance Department reviews a complaint made against our business and has 
reasonable grounds to be satisfied that our client may be solely or jointly responsible for the 
matter alleged in a complaint we will ensure the complaint is promptly referred to our client 
in line with the FCA DISP 1.7. We will do this: 
 

 Promptly; 
 We will also inform the customer why the complaint has been forwarded to 

our client by way of a letter (Complaint Letter - CR892) and provide our 
client’s contact details; and 

 Where we are jointly responsible for a fault alleged in the complaint, we will 
comply with our own complaint handling regulatory obligations. 

 
If we receive a complaint that is outside the time limits for referral (Financial  

Ombudsman Service DISP 2.8) we can reject the complaint without considering the   
merits and we will explain this in a final response in accordance with DISP 1.6.2 & 
1.6.2 

 

Records 
 
Complaints should be stored on CMS for no less than ten years from the date of resolution of  
a complaint. All reports must be retained for at least ten years. 
 
What if the customer changes their mind about raising a complaint? 

  
 The customer is able to contact us Compliance@moorgroup.com if we have 

misunderstood the intention to raise a complaint or indeed if the customer 
changes their position. 

 Once the customer  has confirmed they wish to close the complaint without 
further action we will ensure a letter is sent to clarify matters and to also provide 

http://www.nationaldebtline.org/
http://www.stepchange.org/
http://www.moneyadviceservice.org.uk/
http://www.citizensadvice.org.uk/
http://www.cas.org.uk/
mailto:Compliance@moorgroup.com
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the Compliance Departments direct contact details should the customer wish to 
reopen the complaint and within six months of the original complaint being 
raised.   

 In any event however we will always consider any appropriate feedback 
provided in the course of the original complaint as part of our ongoing internal 
reviews. 

 
 


