




3.1 The FCA will afford the Commissioner all reasonable co-operation, and 

authorises the Commissioner to obtain such resources as they may 

reasonably require to discharge their duties under the Scheme, in 

accordance with the provisions of paragraph 11 of this Protocol. 

3.2 In particular, the FCA will, unless otherwise agreed, within five working 

days of a request from the Commissioner, and subject to paragraph 7 of 

this Protocol, provide: 

a) an electronic copy of the complaint investigation file (the complaints 
file) which shall include correspondence from the complainant, a 
chronology (where appropriate), copies of FCA internal correspondence 
relating to the complaint and any evidence gathered in relation to the 
complaint; and 

b) such other resources and information as may be required by the 
Commissioner, provided such information is not stored in a physical or 
electronic archive. If the information is stored in archive, the FCA will 
provide the information without undue delay and will keep the 
Commissioner informed of progress in retrieving the information. 

3.3 Where information provided to the Commissioner includes call recordings 

relevant to the complaint, the FCA will arrange for a written transcript of 

lengthy recorded telephone conversations to be prepared, if specifically 

requested by the Commissioner. These may take up to 10 working days 

to provide, particularly if the transcribing needs to be outsourced. 

4. Investigation - access to additional information or individuals 

4.1 It is expected that the majority of investigations will be desk-based. 
4.2 If, exceptionally, the Commissioner wishes to ask additional questions of, 

or meet with, any FCA staff, the FCA will allow the Commissioner access 

to any FCA staff at Head of Department level or above, as may reasonably 

be required. For the avoidance of doubt, the access provided to FCA staff 

under this paragraph shall only be for the purpose of asking questions 

about a particular complaint. 

4.3 The Commissioner will inform the Complaints Department in advance to 

arrange a date and time for a meeting to take place. Unless otherwise 

agreed, such meetings are to take place within 10 working days of receipt 

of the request unless the individual cannot reasonably attend within that 

timescale in which case the individual will be expected to attend a meeting 

with the Commissioner as soon as reasonably possible thereafter. There 

will be an agenda provided by the Commissioner before any such meeting. 

4.4 The FCA will use.all reasonable endeavours to ensure that FCA staff attend 

such meetings as requested by the Commissioner, and will advise the 

Commissioner where it believes alternative arrangements might be 

helpful, such as inviting different FCA staff to the meeting. 
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