MOJ & FSA (TCF) 


Complaints Procedure
· We will acknowledge receipt of a written or verbal complaint in writing within five business days of receipt of the complaint and we will confirm who is dealing with the complaint.
· We may request further information in order to complete the investigation.
· We will send you a ‘Final Response Letter’ within 4 weeks of the date of the complaint, together with details of how you can take the matter to the Financial Ombudsman Service# should you not be satisfied with our final response.

If we have been unable to send the ‘Final Response Letter’ within 4 weeks of the complaint due to the need for more information, the following will apply:

· We will provide you with an update to explain why the ‘Final Response Letter’ has not yet been sent, and a date when we feel this will be available.

· We will send you a Final Response Letter within 8 weeks of the complaint.

If we have been unable to send the ‘Final Response Letter’ within 8 weeks of the complaint the following will apply:

· We will provide you with a further explanation for the delay in sending the ‘Final Response Letter’. 

· You will be given further guidance on when we hope to be in a position to provide the ‘Final Response Letter’.

· We will also provide you with a leaflet to explain your right to take the matter to the Financial Ombudsman Service# if you are dissatisfied with the delay.

· We will provide the Final Response Letter.  

You have six months from the date of the final response letter to refer your complaint to the Financial Ombudsman Service.
# - It should be noted some elements of the above procedures may not be applicable in every case, as Financial Ombudsman Service are not able to offer assistance in all matters.
Active Claim Services Ltd are authorised and regulated by the Financial Services Authority for insurance mediation (this includes the provision of insurances and some parts of the claims management process) and Active Claim Services Ltd are authorised by the Ministry of Justice for in respect of regulated claims management activities.  
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