This pro-forma is a guidance document, based on rule 8.29(4) in the Financial Services Rule Book 2011.  Depending upon the needs of the licenceholder and the complexity of the issues it can either be used as register or as a summary register, with a full record of the complaint kept elsewhere.


[Licenceholder name] Limited

Complaints Register [or summary register]
To be maintained by the Compliance Officer - rule 8.19(d) refers
	Rule 8.29(4)(b)(i)
	Rule 8.29(4)(b)(ii)
	Rule 8.29(4)(b)(iii)
	Rule 8.29(4)(b)(iv)
	Rule 8.29(4)(b)(v)
	Rule 8.29(4)(b)(vi)
	Rule 8.29(4)(b) (vii)
	Rule 8.29(4)(b) (viii)
	Rule 8.29(4)(b) (ix)

	Name of complainant
	Date when the complaint was received
	Date when the complaint was reported to [*the person with authority to deal with complaints]
	Nature of the complaint
	Does the complaint involve a breach of a regulatory requirement?
	How and when the complaint was investigated
	The action taken to resolve the complaint
	Date when the complaint was considered to be closed
	Was the Professional Indemnity insurer notified?

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


* Guidance: whoever is identified in the licenceholder’s procedures for this purpose
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