
How will the new Complaints Handling 
rules and regulations affect the industry?
This Industry Insight looks at the impact of the FCA’s Policy Statement PS15/19 of ‘Improving 
Complaints Handling, feedback on the CP14/30 and final rules’ and discusses the key 
changes and the potential impacts for consumers and complaint handling firms’ 

The FCA’s Policy Statement PS15/19 of ‘Improving 
Complaints Handling, feedback on the CP14/30 and 
final rules’ has generated some significant changes 
to the industry and the processes they use to deal 
with complaints. The proposals, which were first 
set out in the Consultation Paper CP 14/30, were 
generally welcomed as positive steps. However 
the impact and ability to manage these changes 
has prompted concerns from the market regarding 
the ease (or lack thereof) with which they can 
implement the reforms. This Industry Insight looks 
at the impact of the key changes and the potential 
effects for consumers and complaint handling firms’ 
operations.

A previous review by the FCA found that a number of 
weaknesses and barriers to the industry still exist and 
therefore the new policy statement aims to ensure that 
delivery of complaint handling processes and outcomes 
becomes consistent across the board. There will be a 
number of significant changes required across various 
areas and to the complaints handling process as a whole 
to adhere to these rules. In a survey of students on The 
London Institute of Banking & Finance Complaints Handling 
qualifications, more than half said they thought the changes 
will add cost and complexity to the process and 65% said 
they think the number of complaints will increase as a result.

Previously firms had until the end of the next business day to 
informally resolve customers’ complaints and if this was not 
possible, the complaint became formal and recordable. The 
new policy extends this time period to three business days. 
The initiative behind this change is to increase the number 
of complaints which are resolved informally; avoiding 
unnecessary procedure and complaints being pushed into 
the formal 8-week process. The FCA believes that previously, 
the next business day deadline may have had a negative 
impact of an artificial cut-off and pushing straight-forward 
claims into the formal 8-week process without a substantive 
reason.

The result of this change will provide front-line staff with 
more time to spend on each complaint and should mean 
that less serious or complex complaints can be resolved 
without them becoming formal complaints. Additionally, 
consumers may welcome their complaint being dealt with 
by the same staff member who they are able to establish 
a relationship with. Consumers can sometimes find it 
frustrating to deal with complaints ‘teams’ and having to 
repeatedly describe their complaint.

However could this extended timeframe end up being 
detrimental to firms? The extended time period could prove 
difficult to manage due to the high number and constant 
flow of complaints. Front-line complaints handlers, now 
expected to go back and forth to customers, will bear much 
more responsibility. With the rise in customers’ expectations, 
an enhanced training programme for complaints handlers 
and a clearly integrated communication system between 
frontline staff and senior managers will be required. A lack 
of attention to refining these details could run the risk 
of failing to meet expectations and increasing customer 
dissatisfaction. Although there will be an initial outlay of cost 
for training, this would likely be offset by better customer 
retention if more complaints reach a satisfactory conclusion.

In order to improve transparency and the value of the data 
relating to complaints handling companies, all complaints 
– informal as well as formal – must now be reported to 
the FCA. Firms will be required to analyse and report the 
causes and categories of complaints, which will in turn be 
published alongside details about the size of firms in order 
to make valuable comparisons. If this data is released on 
a contextualised basis, it could prove very useful for the 
industry and consumers, however if not there is a risk that 
there will be distortions. The FCA will need to plan ahead and 
communicate with firms to manage the release of data. 

Previously some firms may have taken a short term view 
of resolving complaints to improve their public image. This 
would have involved some companies rushing through 
the reporting of complaints to allow them to be quickly 
removed from the system and finding a short-term solution 



to appease the customer rather than get to the root cause of 
the problem. However, the increase in transparency, as well 
as allowing firms more time to spend on each complaint, 
will ensure that the firms who spend longer exploring each 
complaint see better customer outcomes.

Under the old rules, complaints which the firm considers to 
have been resolved within one business day did not require 
a formal letter to be sent to the customer. If the customer 
was unsatisfied, they would then have to wait up to 8 weeks 
before before being able to go to the Financial Ombudsman 
Service (FOS). Under the new policy, however, businesses 
must send a summary resolution communication, in the 
form of a text, email or letter, to the consumer for complaints 
which are resolved within the three business days. 

The aim of this communication is to inform the consumer 
that the firm considers that it has resolved the complaint. If 
the customer is still dissatisfied with the outcome, they may 
refer their complaint to the FOS immediately without having 
to wait for the 8-week period to elapse. This will certainly cut 
down delays and help provide consumers with much more 
clarity and awareness of their rights on referral. However, 
as The London Institute of Banking & Finance’s survey 
results highlighted, 71% believe it will lead to consumers 
complaining to the FOS unnecessarily. As one student 
highlighted, with more customers going to the FOS, this 
will cost banks and building societies more. This will in turn 
generate more manpower cost with responses having to be 
drafted and then investigation carried out again for the same 
responses.

With the introduction of the new rules, customer 
expectations are likely to rise, meaning that an optimised 
and efficient complaints handling process will be necessary 
to meet expectations. Whether this is through an enhanced 
analytical system or through training, it is certain that firms 
will need to react to deliver a service that meets both 
regulatory and customer demands. The vast number of 
changes taking place will likely result in customer confusion; 
all staff involved within the process need to have a thorough 
knowledge of the rules to reduce this. 

There are many ‘what if’s’ around how these changes will 
impact consumers and the practicalities and processes for 
complaint handling firms. The biggest challenges to arise 
from the new rules, according to The London Institute of 
Banking & Finance’s complaints handling students, are the 
cost to the business and ensuring that all staff are sufficiently 
qualified. These changes should be positive for the whole 
industry, but acknowledging the increase in customer 
expectations and proactively addressing the potential 
practicality issues will be the key.

 
This Industry Insight has been produced by The London 
Institute of Banking & Finance, a leading provider of 
professional and academic qualifications to those aspiring 
to, or already undertaking, a career within the financial 
services industry. Formerly The Chartered Institute of 
Bankers, our roots stretch back to 1879 and we have been 
at the forefront of providing industry-leading professional 
education for over 130 years. 

The results included in this Industry Insight were taken 
from a survey of The London Institute of Banking & 
Finance’s Certificate in Regulated Complaints Handling 
(CeRCH) and Award in Customer Complaints Handling 
(AwCCH) students. 


