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Manchester Mind provide Advice Services which may involve debt advice –as we need to be compliant 
with the Financial Services Authority there is a different complaints process for any complaint about 
our debt advice. 
 
 
Complaints: debt counselling, debt adjusting, and credit information 
 
You should make your complaint as soon as possible. For more detailed information about time limits see 
below.  We hope that you will complain informally to the person dealing with the matter first to give 
them a chance to put things right. We hope you will be able to resolve your issue informally and only feel 
the need to make a formal complaint as a last resort  
 
Formal Complaint  
 
You should put your complaint in writing to the Operations Director setting out the details, explaining 
what you think went wrong and what you feel would put things right. If you are not happy about writing 
a letter, you can always ask a member of staff or an independent advocate to take notes of your 
complaint. You should make sure you agree with what they have recorded and that they provide you 
with your own copy for reference. This record will be passed promptly to the Operations Director to deal 
with. 
 

If we can resolve your complaint by close of business on the third business day following the day on 
which you complained, we will promptly send you a written summary resolution communication, which 
will: 

1. refer to the fact that you have made a complaint and inform you that we now considers the 
complaint to have been resolved; 

2. tell you that if you subsequently decide that you are dissatisfied with the resolution of the 
complaint you may be able to refer the complaint to the Financial Ombudsman Service; 

3. (if your complaint is late) say whether we give consent for the Ombudsman to look at it anyway 
(see Time limits below); 

4. Provides the website address of the Financial Ombudsman Service; and 
5. Refer to the availability of further information on the website of the Financial Ombudsman 

Service. 
 
If we cannot resolve your complaint by close of business on the third business day following the day on 
which you complained, we will: 

1. send you a prompt written acknowledgement providing early reassurance that we have received 
your complaint and are dealing with it; and 

2. ensure that you  are kept informed thereafter of the progress of the measures being taken to 
resolve the complaint. 

 
The details of the process are as follows. 
 
We will aim to send you a final response to you by the end of eight weeks after we have received your 
complaint, which will do one of the following: 

1. accept your complaint and, where appropriate, offer redress or remedial action; or 
2. offer redress or remedial action without accepting your complaint; or 
3. reject your complaint and gives reasons for doing so; 

 
It will also 

1. enclose a copy of the Financial Ombudsman Service's standard explanatory leaflet; 
2. provide the website address of the Financial Ombudsman Service; 
3. inform you that if you remain dissatisfied with the our response, you may now refer your 

complaint to the Financial Ombudsman Service; and 
4.  (if your complaint is late) say whether we give consent for the Ombudsman to look at it anyway 

(see Time limits below); 
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If we cannot respond within eight weeks we will provide you with a written response which will: 
1. explain why it we are not in a position to make a final response and indicate when we expect to 

be able to provide one; 
2. inform you that you may now refer your complaint to the Financial Ombudsman Service; 
3. (if your complaint is late) say whether we give consent for the Ombudsman to look at it anyway 

(see Time limits below); 
4. enclose a copy of the Financial Ombudsman Service standard explanatory leaflet; and 
5. provide the website address of the Financial Ombudsman Service. 

 
Time Limits 
 
The Ombudsman cannot consider a complaint if you refer it to the Financial Ombudsman Service: 

1. More than six months after the date on which we sent you our final response, redress 
determination or summary resolution communication; or 

2. more than: 
a. six years after the event you complained about, or (if later) 
b. three years from the date on which you became aware (or ought reasonably to have 

become aware) that you had cause for complaint; 
unless you referred the complaint to us or to the Ombudsman within that period and had a 
written acknowledgement or some other record of the complaint having been received; 

 
The ombudsman can consider the complaint, even if the time has expired, if: 

• there are exceptional circumstances, or 

• we give consent to the Ombudsman considering the compliant even though the time limits have 
expired. 
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Complaints: Regulated Activities 
 
For the main details see the section Complaints: debt counselling, debt adjusting, and credit 
information above. Additional information and requirements (all references are to the FCA Handbook.) 
 
The Advice Service Manager is responsible for oversight of the firm's compliance with FCA requirements 
(i.e. DISP 1). 
 
 
General Principles 

Once a complaint has been received by us we must [DISP 1.4]: 

(1) investigate the complaint competently, diligently and impartially, obtaining additional information as 
necessary; 

(2) assess fairly, consistently and promptly: 
(a) the subject matter of the complaint; 
(b) whether the complaint should be upheld; 
(c) what remedial action or redress (or both) may be appropriate; 
(d) if appropriate, whether it has reasonable grounds to be satisfied 

that another respondent may be solely or jointly responsible for 
the matter alleged in the complaint; 

 
taking into account all relevant factors; 

(3) offer redress or remedial action when it decides this is appropriate; 

(4) explain to the complainant promptly and, in a way that is fair, clear 
and not misleading, its assessment of the complaint, its decision on it, 
and any offer of remedial action or redress; and 
 
(5) comply promptly with any offer of remedial action or redress 
accepted by the complainant. 

Factors that may be relevant in the assessment of a complaint under include the following: 

(1) all the evidence available and the particular circumstances of the 
complaint; 

(2) similarities with other complaints received by the respondent; 

(3) relevant guidance published by the FCA , other relevant regulators, 
the Financial Ombudsman Service or former schemes; and 

(4) appropriate analysis of decisions by the Financial Ombudsman Service concerning similar complaints 
received by the respondent (see DISP 1.3.2A G) 

We should aim to resolve complaints at the earliest possible opportunity, minimising the number of 
unresolved complaints which need to be referred to the Financial Ombudsman Service. 
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Where a complaint against a respondent is referred to the Financial Ombudsman Service, the respondent 
must cooperate fully with the Financial Ombudsman Service and comply promptly with any settlements 
or awards made by it. 

 
We must ensure [see DISP 1.3.3] that in handling complaints we identify and remedy any recurring or 
systemic problems, for example, by: 
(1) analysing the causes of individual complaints so as to identify root causes common to types of 
complaint; 
(2) considering whether such root causes may also affect other processes or products, including those not 
directly complained of; and 
(3) correcting, where reasonable to do so, such root causes. 
 

Time Limits for making complaints 
 
The circumstances in which the Ombudsman can consider a late complaint are, in more detail: 
‘… 

3 in the view of the Ombudsman, the failure to comply with the time limits in DISP 2.8.2 R  was as a 
result of exceptional circumstances; or 

4 the Ombudsman is required to do so by the Ombudsman Transitional Order; or 
5 the respondent has consented to the Ombudsman considering the complaint where the time 

limits in DISP 2.8.2 R  have expired (but this does not apply to a “relevant complaint” within the 
meaning of section 404B(3) of the Act). 

 
If a respondent consents to the Ombudsman considering a complaint in accordance with DISP 2.8.2 R (5), 
the respondent may not withdraw consent. 
 
The six-month time limit is only triggered by a response which is a final response, redress determination or 
summary resolution communication. The response must tell the complainant about the six-month time 
limit that the complainant has to refer a complaint to the Financial Ombudsman Service. 
 
An example of exceptional circumstances might be where the complainant has been or is incapacitated.’  
[DISP 2.8.2 R] 
 

Speed and quality of response to complaints 
 
‘It is expected that within eight weeks of their receipt, almost all complaints to a respondent will have 
been substantively addressed by it through a final response or response as described in DISP 1.6.4 R. 
 
When assessing a respondent's response to a complaint, the FCA may have regard to a number of factors, 
including, the quality of response, as against the complaints resolution rules, as well as the speed with 
which it was made.’ [DISP 1.6.7-1.6.8] 
 
Summary Resolution Communication (‘three business days’ rules’) 
 
‘The information regarding the Financial Ombudsman Service required to be provided in a summary 
resolution communication should be set out clearly, comprehensibly, in an easily accessible way and 
prominently, within the text of those responses.’ [DISP 1.5.5] 
 
The handbook makes it clear that it might sometimes be appropriate to use a different method to 
communicate this, if this is more suitable to the complainant’s needs. 
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Key for choosing correct standard letter template (regulated activities only) 
 
These are all found in the following location: 
 
S:\Advice Management\FCA\MM documents 
 
And are prefixed with MA-DISP: the table below (which is also found at this location as DISP-Key) omits 
these for clarity. 
 

 
 
 


