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This document is provided in PDF format, so some content may appear as
images and may not be fully accessible when using accessibility tools. It
provides a visual overview of the data-capture journey for the new
Complaints Return only. It does not replace the COM001 Data Reference
Guide. To prepare for the new reporting requirements and complete the

return, please use the Policy Statement (PS25/19) and the COM001 Data
Reference Guide.
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Key: Symbols used for data-capture flow

Start: The point at which the data-capture flow begins.

End: The point at which the data-capture flow ends.

Data-capture point: A data collection point at which the user provides the
requested information.

Decision: A routing point where a chosen response determines the next
applicable step.

Connector: An indicator of the direction and sequence of the user journey.

Repeatable Start: The beginning of a set of questions which is repeated
for each selected product, service or claim type.

Repeatable End: The end of a set of questions which has been repeated
for each selected product, service or claim type.

Repeatable data-capture point: A data collection point which is repeated
for each selected product, service or claim type.

Callout: A note providing supplementary information relevant to the
associated step.




Nil return declaration: Data-capture flow diagram

All sectors

Go back to

. H H 7 o 3 R
+ Is this a nil return: nil return declaration

NR1.1: Confirm you do Confirm and
not have any complaints continue
to report

Select all that apply:

Banking and Savings

Mortgages and Home finance

General insurance and Pure protection
Retirement savings and Decumulation
Investments

Claims management

Consumer credit

Electronic money and Payment services
Funeral plans

NR2: Which sectors do

you have complaints for?

Sectors with complaints



Banking and Savings: Data-capture flow diagram

Sectors with complaints

Complaints status and redress paid

YES
Complete entries for complaints
for each selected product

BS1: Banking and
SEWValef

User has selected the Banking and Savings sector
following the completion of the nil return
declaration.

Select all that apply:
Banking:

- Current accounts: Basic

- Current accounts: Business
- Current accounts: Personal

BS2: Which Banking and - Overdrafts
Savings products do you - Packaged accounts
Savings:

have new complaints
for?

Other Banking and
Savings products

NOT Other Banking and
Savings products

BS3: How do you want
to report your new

- Cash ISAs: Easy access

- Cash ISAs: Restricted access

- Non ISAs: Easy access

- Non ISAs: Restricted access

Others

Select if products not listed above:
- Other banking and savings products

BS2.1: Which other
Banking and Savings
products do you have
new complaints about?

BS2.1a: Name

Banking and Savings
complaints?

Enter data manually

Start
Complaints for [Selected
product - 1]

BS3.2a: Access to
product (including
temporary restrictions)

BS3.2b: Information
provision or content

BS3.2c: Irresponsibility
of lending or
unaffordability of product

BS3.2d: Mis-sale

BS3.2e: Product
features or performance

BS3.2f: Price, sums,
fees and charges

BS3.2g: Delays and
timescales

BS3.2h: Errors and not
following instructions

BS3.2i: Financial
difficulties

BS3.2j: General
administration and
customer support during
product life

BS3.2k: Fraud

BS3.2l: Other

End
Complaints for [Selected
product - 1]

YES
Complete entries for complaints
for each selected product

BS4: Number of opened
complaints where

BS3.1a: Upload data for

your new Banking and
Savings complaints

consumers were
identified as vulnerable

BS5: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer's
vulnerability

Select all that apply:
Banking:

- Current accounts: Basic

- Current accounts: Business
- Current accounts: Personal

BS6: Which Banking and - Overdrafts
Savings products do you - Packaged accounts
Savings:

have outstanding or
closed complaints for?

Other Banking and
Savings products

NOT Other Banking and
Savings products

BS7: How do you want
to report your

- Cash ISAs: Easy access

- Cash ISAs: Restricted access

- Non ISAs: Easy access

- Non ISAs: Restricted access

Others

Select if products not listed above:
- Other banking and savings products

BS6.1: Which other
Banking and Savings
products do you have
outstanding or closed
complaints about?

BS6.1a: Name

outstanding or closed
Banking and Savings
complaints?

Enter data manually

Start
Outstanding and closed
complaints for [Selected

product - 1]

BS7.2a: Total
complaints outstanding
at the start of the
reporting period

BS7.2b: Complaints
open over 8 weeks at
the end of the reporting
period

BS7.2c: Closed within 3
days

BS7.2d: Closed after 3
days but within 8 weeks

BS7.2e: Closed after 8
WEELS

BS7.2f: Total complaints
closed

BS7.2g: Total
complaints upheld

BS7.2h: Total redress
paid for upheld
complaints

BS7.2i: Total redress
paid for complaints not
upheld

BS7.2j: Total redress
paid

BS7.2k: Highest redress
paid

End
Outstanding and closed
complaints for [Selected

product - 1]

BS8: Number of closed
complaints where

BS7.1a: Upload data for
your outstanding or

closed Banking and
Savings complaints

consumers were
identified as vulnerable

BS9: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,

the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,

the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Banking and Savings

For each selected product in the complaints
opened section, complete the entries.

BS10: Number of
accounts at the reporting
period end date

NB: The value of the total number of accounts
which is automatically derived from the completed
entries, is displayed to the user.

BS11: Number of
complaints opened per
1000 accounts




Mortgages and Home finance: Data-capture flow diagram

Mortgages and Home finance

User has selected the Mortgages and Home finance

Sectors with complaints

Complaints status and redress paid

MHF1: Mortgages and
Home finance

MHF2: Which Mortgages
and Home finance
products do you have
new complaints for?

NOT Other unregulated Home finance products

MHF3: How do you want
to report your new

sector following the completion of the nil return
declaration.

Select all that apply:

Mortgages:

- Regulated first charge mortgage

- Regulated second charge mortgage

- Regulated equity release (lifetime mortgage or
home reversion plan)

- Unregulated buy to let mortgage

Home finance:

- Regulated bridging loan

- Regulated home purchase plan

- Regulated sale and rent back

- Other unregulated home finance product

MHF2.1: Which other
unregulated Home
finance products do you

Other unregulated
Home finance products -
have new complaints

about?

MHF2.1a: Name

Mortgages and Home
finance complaints?

Enter data manually

Start

YES

Complete entries for complaints
for each selected product

Complaints for [Selected
product - 1]

MHF3.2a: Inappropriate
advice

MHF3.2b: Information
provision or content

MHF3.2c: Other issues
during application stage

MHF3.2d: Product
features or performance

MHF3.2e: Price, sums,
fees and charges

MHF3.2f: Delays and
timescales during
product life

MHF3.2g: Errors and
not following instructions
during product life

MHF3.2h: Financial
difficulties

MHF3.2i: Other general
administration and
customer support during
product life

MHF3.2j: Other

End
Complaints for [Selected
product — 1]

MHF4: Number of
opened complaints

MHF3.1a: Upload data
for your new Mortgages

and Home finance
complaints

where consumers were
identified as vulnerable

MHF5: Number of
opened complaints that
relate to a failure to
consider or respond
appropriately to a
consumer’s vulnerability

MHF6: Which Mortgages
and Home finance
products do you have
outstanding or closed
complaints for?

Other unregulated
Home finance products

NOT Other unregulated Home finance products

MHF7: How do you want
to report your
outstanding or closed

Select all that apply:

Mortgages:

- Regulated first charge mortgage

- Regulated second charge mortgage

- Regulated equity release (lifetime mortgage or
home reversion plan)

- Unregulated buy to let mortgage

Home finance:

- Regulated bridging loan

- Regulated home purchase plan

- Regulated sale and rent back

- Other unregulated home finance product

MHF6.1: Which other
unregulated Home
finance products do you
have outstanding or
closed complaints about?

MHF6.1a: Name

Mortgages and Home
finance complaints?

Enter data manually

Start
Outstanding and closed

YES

Complete entries for complaints
for each selected product

complaints for [Selected
product - 1]

MHF7.2a: Total
complaints outstanding
at the start of the
reporting period

MHF7.2b: Complaints
open over 8 weeks at
the end of the reporting
period

MHF7.2c: Closed within
3 days

MHF7.2d: Closed after 3
days but within 8 weeks

MHF7.2e: Closed after 8
WEELS

MHF7.2f: Total
complaints closed

MHF7.2g: Total
complaints upheld

MHF7.2h: Total redress
paid for upheld
complaints

MHF7.2i: Total redress
paid for complaints not
upheld

MHF7.2j: Total redress
paid

MHF7.2k: Highest
redress paid

End
Outstanding and closed
complaints for [Selected

product - 1]

MHF8: Number of closed
complaints where

MHF7.1a: Upload data
for your outstanding or

closed Mortgages and
Home finance complaints

consumers were
identified as vulnerable

MHF9: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

MHF10: Number of
balances outstanding at
the end of the reporting

period (provision)

MHF11: Number of sales
within the reporting
period (intermediation)

MHF12: Number of
complaints opened per
1000 balances
outstanding

MHF13: Number of
complaints opened per
1000 sales

For each selected product in the complaints
opened section, complete the entries.

NB: The value of the total number of balances
which is automatically derived from the completed
entries, is displayed to the user.

For each selected product in the complaints
opened section, complete the entries.

NB: The value of the total number of sales which is
automatically derived from the completed entries,
is displayed to the user.

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB




General insurance and Pure protection: Data-capture flow diagram

General insurance and Pure protection

User has selected the General insurance and Pure
protection sector following the completion of the nil
return declaration.

GIPP1: General
insurance and Pure
protection

Sectors with complaints

Select all that apply:

- Alloy wheel insurance

- Bicycle insurance

- Car hire excess insurance

- Commercial vehicle or fleet insurance

- Guaranteed asset protection (GAP) insurance
- Marine insurance

- Motor insurance

- Motor warranties

- Motorcycle insurance

- Travel insurance

- Tyre cover

- Vehicle breakdown insurance

- Vehicle cosmetic insurance

- Healthcare cash plan: group

- Healthcare cash plan: individual

- Personal accident insurance

- Private medical or dental insurance: group
- Private medical or dental insurance: individual
- Building warranties

- Buildings and contents insurance

- Buildings insurance

- Card protection insurance

- Contents insurance

- Electrical warranties

- Furniture warranties

- Gadget, including mobile phone, insurance
- Home emergency insurance

- Key cover

- Business protection insurance

- Commercial combined or package insurance
- Commercial property insurance

- Cyber insurance: commercial

- Cyber insurance: personal

- Engineering insurance

- Legal expenses insurance

- Liability insurance

- Missed event insurance

- Pet insurance

- Wedding and party insurance

- Other general insurance: group

- Other general insurance: individual

Select the categories you have new
complaints for in this reporting period:

GIPP2: Which
categories do you have
new complaints about?

- General insurance products
- Pure protection products

Select all that apply:

- Accelerated critical illness insurance: individual
- Accident, sickness and unemployment insurance
- Business insurance: life or critical illness or
income protection

- Critical illness insurance: group

- Income protection insurance: group

- Income protection insurance: individual

- Life insurance: group

- Over 50s whole of life insurance

- Payment protection insurance

- Stand-alone critical illness insurance: individual
- Term assurance (life): individual

- Terminal illness rider

- Underwritten non-unit-linked whole of life
insurance

- Other pure protection insurance: individual

- Other pure protection insurance: group

GIPP2.1: Which General
insurance products do
you have new complaints
about?

GIPP2.2: Which Pure
protection products do
you have new complaints
about?

General insurance———Pure protection

Other General insurance [individual/group] Other Pure protection [individual/group]

NOT: Other General insurance: group,
Other General insurance: individual,

Other Pure protection: group AND
Other Pure protection: individual

. Other General
insurance: group

Other General

. enere Other Pure protection:
insurance: individual

individual

Other Pure protection:
group

GIPP2.1.1: Which other
{General insurance:
individual} products do
you have new complaints
about?

Users can:

1. Add up to 10 individual

products.

GIPP2.1.2: Which other
{General insurance:
group} products do you
have new complaints
about?

GIPP2.2.1: Which other
{Pure protection
insurance: individual}
products do you have
new complaints about?

GIPP2.2.2: Which other
{Pure protection
insurance: group}
products do you have
new complaints about?

Users can:

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

GIPP2.1.1a: Name

A 4

Users can:

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry

defaults to ‘All other products’.

Users can:

1. Download the template.
2. Upload the completed
template.

NB: Files are in CSV or XLS format

and must not exceed 10 MB

GIPP3.1.1a: Upload
data for your new

General insurance and
Pure protection
complaints

GIPP2.1.2a: Name

GIPP3: Are you only a

<«—Upload a file

YES
Complete entries
for complaints
for each
selected product

GIPP3.1: How do you
want to report your new
General insurance and YES

pure distributor of
insurance products?

Pure protection
complaints?

Enter data manually

Start
Complaints for [Selected
product — 1]

GIPP3.1.2a: Mis-selling,
non-disclosure and
misrepresentation

GIPP3.1.2b: Product
disclosure information

GIPP3.1.2c: Product
performance or features

GIPP3.1.2d: Unsuitable
advice

GIPP3.1.2e: Customer
service and policy
administration

GIPP3.1.2f: Fees and
charges

GIPP3.1.2g: Product
fair value

GIPP3.1.2h: Other

End
Complaints for [Selected
product - 1]

GIPP2.2.1a: Name

GIPP2.2.2a: Name

GIPP3.2: How do you
want to report your new
General insurance and

GIPP4: Number of
opened complaints

Select all that apply:

- Alloy wheel insurance

- Bicycle insurance

- Car hire excess insurance

- Commercial vehicle or fleet insurance

- Guaranteed asset protection (GAP) insurance
- Marine insurance

- Motor insurance

- Motor warranties

- Motorcycle insurance

- Travel insurance

- Tyre cover

- Vehicle breakdown insurance

- Vehicle cosmetic insurance

- Healthcare cash plan: group

- Healthcare cash plan: individual

- Personal accident insurance

- Private medical or dental insurance: group
- Private medical or dental insurance: individual
- Building warranties

- Buildings and contents insurance

- Buildings insurance

- Card protection insurance

- Contents insurance

where consumers were
identified as vulnerable

GIPP5: Number of
opened complaints that
relate to a failure to
consider or respond
appropriately to a
consumer’s vulnerability

GIPP6: Which
categories do you have
outstanding or closed
complaints about?

Pure protection
complaints?

Enter data manually

Start
Complaints for [Selected

A

Users can:

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

Users can:

1. Download the template.
2. Upload the completed
template.

NB: Files are in CSV or XLS format
and must not exceed 10 MB

GIPP3.2.1a: Upload
data for your new
General insurance and
Pure protection
complaints

product — 1]

GIPP3.2.2a: Mis-selling,
non-disclosure and
misrepresentation

GIPP3.2.2b: Product
disclosure information

GIPP3.2.2c: Product
performance or features

GIPP3.2.2d: Unsuitable
advice

GIPP3.2.2e: Customer
service and policy
administration

GIPP3.2.2f: Fees and
charges

GIPP3.2.2g: Product
fair value

GIPP3.2.2h: Claims
handling and delay

GIPP3.2.2i: Claim
outcome

GIPP3.2.2j: Other

End
Complaints for [Selected
product - 1]

YES
Complete entries
for complaints
for each
selected product

Select the categories you have outstanding or
closed complaints for in this reporting period:

- General insurance products
- Pure protection products

Select all that apply:

- Accelerated critical illness insurance: individual
- Accident, sickness and unemployment insurance
- Business insurance: life or critical iliness or
income protection

- Critical illness insurance: group

- Income protection insurance: group

GIPP6.1: Which General
insurance products do

you have outstanding or
closed complaints for?

GIPP6.2: Which Pure
protection products do

General insurance———Pure protection

you have outstanding or
closed complaints for?

- Income protection insurance: individual

- Life insurance: group

- Over 50s whole of life insurance

- Payment protection insurance

- Stand-alone critical illness insurance: individual

- Term assurance (life): individual

- Terminal illness rider

- Underwritten non-unit-linked whole of life
insurance

- Other pure protection insurance: individual
- Other pure protection insurance: group

- Electrical warranties

- Furniture warranties

- Gadget, including mobile phone, insurance
- Home emergency insurance

- Key cover

- Business protection insurance

- Commercial combined or package insurance
- Commercial property insurance

- Cyber insurance: commercial

- Cyber insurance: personal

- Engineering insurance

- Legal expenses insurance

- Liability insurance

- Missed event insurance

- Pet insurance

- Wedding and party insurance

- Other general insurance: group

- Other general insurance: individual

Other General insurance [individual/group] Other Pure protection [individual/group]

. Other General
insurance: group

. Other General
insurance: individual

Other Pure protection:

Other Pure protection:
individual

group

NOT: Other General insurance: group,
Other General insurance: individual,
Other Pure protection: group AND

Other Pure protection: individual

GIPP6.2.1: Which other
{Pure protection
insurance: individual}
products do you have
outstanding or closed
complaints about?

GIPP6.2.2: Which other
{Pure protection
insurance: group}
products do you have
outstanding or closed
complaints about?

GIPP6.1.1: Which other
{General insurance:
individual} products do
you have outstanding or
closed complaints about?

GIPP6.1.2: Which other
{General insurance:
group} products do you
have outstanding or

closed complaints about?
Users can:

Users can:
1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

GIPP6.1.1a: Name GIPP6.1.2a: Name

GIPP6.2.1a: Name GIPP6.2.2a: Name

\ 4

A

Users can:

GIPP7: How do you
want to report your
outstanding or closed

Users can:

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

1. Add up to 10 individual
products.

2. Where there are more than
10 products, the final entry
defaults to ‘All other products’.

General insurance and
Pure protection
complaints?

Users can:

1. Download the template.
2. Upload the completed
template.

NB: Files are in CSV or XLS format
and must not exceed 10 MB

v GIPP7.1a: Upload data
for your outstanding or

closed General insurance
and Pure protection
complaints

Upload a file

Enter data manually

Start
Outstanding and closed
complaints for [Selected

product - 1]

GIPP7.2a: Total
complaints outstanding
at the start of the
reporting period

GIPP7.2b: Complaints
open over 8 weeks at
the end of the reporting
period

GIPP7.2c: Closed within
3 days

Complaints status and redress paid

GIPP7.2d: Closed after
3 days but within 8
WEES

GIPP7.2e: Closed after
8 weeks

GIPP7.2f: Total
complaints closed

YES
Complete entries
for complaints
for each
selected product

GIPP7.2g: Total
complaints upheld

GIPP7.2h: Total redress
paid for upheld
complaints

GIPP7.2i: Total redress
paid for complaints not
upheld

GIPP7.2j: Total redress
paid

GIPP7.2k: Highest
redress paid

End
Outstanding and closed
complaints for [Selected

product - 1]

GIPP8: Number of
closed complaints where
consumers were
identified as vulnerable

GIPP9: Number of
closed complaints that
relate to a failure to
consider or respond
appropriately to a
consumer’s vulnerability

For each selected product in the complaints
opened section, complete the entries.

NB: The value of the total number of policies sold
which is automatically derived from the completed
entries, is displayed to the user.

GIPP10: Number of
policies sold within the

reporting period
P 9P This question will be displayed for firms that have

been categorised as intermediary/MGA only and
whether an individual and/or group product was
selected.

For each selected product in the complaints
opened section, complete the entries.
GIPP11: Number of
policies in force at
reporting period end
date

NB: The value of the total number of policies in
force which is automatically derived from the
completed entries, is displayed to the user.

This question will be displayed for firms that have
been categorised as insurers only and whether an
individual and/or group product was selected.

For each selected product in the complaints
opened section, complete the entries.

NB: The value of the total number of beneficiaries
which is automatically derived from the completed
entries, is displayed to the user.

GIPP12: Number of
beneficiaries within the
reporting period

P 9p This question will be displayed for firms that have
been categorised as intermediary/MGA only and
whether an individual and/or group product was
selected.

For each selected product in the complaints
opened section, complete the entries.

NB: The value of the total number of beneficiaries
which is automatically derived from the completed
entries, is displayed to the user.

GIPP13: Number of
beneficiaries at reporting
period end date
This question will be displayed for firms that have
been categorised as insurers only and whether an

individual and/or group product was selected.




Retirement savings and Decumulation: Data-capture flow diagram

Sectors with complaints

Select all that apply:

Retirement savings:

- Defined contribution (DC) non-workplace pensions

- Defined contribution (DC) workplace pensions

- Pensions dashboard services

- Qualifying recognised overseas pension schemes (QROPS)
- Trust based pensions

- Other retirement savings products

Decumulation:

- Drawdown

RSD1: Retirement
savings and
Decumulation

RSD2: Which Retirement
savings and
Decumulation products

User has selected the Retirement savings and

Retirement savings and Decumulation

Decumulation sector following the completion of

the nil return declaration.

do you have new
complaints for?

- Fixed term annuity

- Immediate needs annuity (care)

- Lifetime annuity: Impaired

- Lifetime annuity: Standard

- Uncrystallised funds pension lump sum (UFPLS)
- With-profits annuity

- Other decumulation products

RSD2.1: Which other
Retirement savings

RSD2.2: Which other
Decumulation products

Other Decumulation

Other Retirement savings
products

< products

products do you have
new complaints about?

do you have new
complaints about?

NOT Other Retirement savings or Decumulation products

Users can: Users can:

RSD3: How do you want
to report your new
Retirement savings and
Decumulation
complaints?

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

RSD2.1a: Name

RSD2.2a: Name

v . Users can:
fRSD3'1a' U%IOta'd datat 1. Download the template.
X Or your new Retiremen . :
Upload a file Yy 2. Upload the completed template

savings and
NB: Files are in CSV or XLS format and must not

exceed 10 MB

Decumulation complaints

Enter data manually

Start
Complaints for [Selected
product - 1]

RSD3.2a: Product
disclosure information

RSD3.2b: Product
performance or features

RSD3.2c: Unclear
guidance and
arrangement

RSD3.2d: Provision of
targeted support or
unsuitable advice

RSD3.2e: Disputes over
sums and charges

RSD3.2f: Arrears

_YES ) related
Complete entries for complaints

for each selected product

RSD3.2g: Delays and
timescales

RSD3.2h: Errors and
not following instructions

RSD3.2i: Other general
administration and
customer service

RSD3.2j: Other

End
Complaints for [Selected
product - 1]

RSD4: Number of
opened complaints
where consumers were
identified as vulnerable

RSD5: Number of
opened complaints that
relate to a failure to
consider or respond
appropriately to a
consumer’s vulnerability

Select all that apply:

Retirement savings:

- Defined contribution (DC) non-workplace pensions
- Defined contribution (DC) workplace pensions

- Pensions dashboard services

- Qualifying recognised overseas pension schemes (QROPS)
- Trust based pensions

- Other retirement savings products
Decumulation:

- Drawdown

- Fixed term annuity

- Immediate needs annuity (care)

- Lifetime annuity: Impaired

- Lifetime annuity: Standard

- Uncrystallised funds pension lump sum (UFPLS)

- With-profits annuity

- Other decumulation products

RSD6: Which Retirement
savings and
Decumulation products
do you have outstanding
or closed complaints for?

RSD6.1: Which other \ 4
Retirement savings

RSD6.2: Which other
Decumulation products

Other Decumulation

Other Retirement savings
< products

products do you have products

outstanding or closed
complaints about?

do you have outstanding
or closed complaints
about?

NOT Other Retirement savings or Decumulation products

RSD7: How do you want
to report your
outstanding or closed
Retirement savings and
Decumulation
complaints?

Users can: Users can:
1. Add up to 10 individual products.

2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

RSD6.1a: Name

RSD6.2a: Name

 Z RSD7.1a: Upload data
for your outstanding or

Users can:
1. Download the template.
2. Upload the completed template.

closed Retirement
savings and
Decumulation complaints

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Enter data manually

Start
Outstanding and closed
complaints for [Selected

product — 1]
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RSD7.2a: Total
complaints outstanding
at the start of the
reporting period

RSD7.2b: Complaints
open over 8 weeks at
the end of the reporting
period

RSD7.2c: Closed within
3 days

RSD7.2d: Closed after 3
days but within 8 weeks

RSD7.2e: Closed after 8
weeks

RSD7.2f: Total
complaints closed

Complaints status and redress paid

YES
Complete entries for complaints
for each selected product

RSD7.2g: Total
complaints upheld

RSD7.2h: Total redress
paid for upheld
complaints

RSD7.2i: Total redress
paid for complaints not
upheld

RSD7.2j: Total redress
paid

RSD7.2k: Highest
redress paid

End
Outstanding and closed
complaints for [Selected

product — 1]

RSD8: Number of closed
complaints where
consumers were

identified as vulnerable

RSD9: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability




Investments: Data-capture flow diagram

Sectors with complaints

Complaints status and redress paid

Select all that apply:

Investments:

- Endowments

- Fixed rate bonds

- Non-profit unit-linked (UL) bonds

- Offshore investment bonds

- Onshore investment bonds

- Qualifying savings plans or maximum investment plans
- Unit-linked (UL) whole of life (reviewable)

- With-profits bonds

- Exchange-traded funds (ETF)

- Investment trusts

- Listed shares and equities

- Open-ended investment company (OEIC)

- Personal Equity Plans (PEPs)

- Stocks and shares ISA

- Structured products

- Tradeable bonds (corporate and government)

- Undertakings for collective investment in transferable securities
(UCITS)

- Unit trusts

- Discretionary management services

- Non-discretionary management services (including share dealing)
- Platforms

- Contract for differences (CFD)

- Crowdfunding

- Derivatives

- Enterprise investment scheme (EIS) and seed enterprise investment
scheme (SEIS)

- Foreign exchange (FX)

- Innovative finance ISA

- Overseas recognised schemes

- Peer to peer

- Spread betting

- Other investment products or funds

IN1: Investments

IN2: Which Investment

products do you have
new complaints for?

Other Investment
products or funds

NOT Other Investment products or funds

IN3: How do you want

User has selected the Investments sector following
the completion of the nil return declaration.

IN2.1: Which other
Investment products or
funds do you have new

complaints about?

to report your new
Investments complaints?

Enter data manually

Start

YES

Complete entries for complaints

for each selected product

) 4

Complaints for [Selected
product - 1]

IN3.2a: Product
disclosure information

IN3.2b: Product
performance or features

IN3.2c: Unclear
guidance and
arrangement

IN3.2d: Provision of
targeted support or
unsuitable advice

IN3.2e: Disputes over
sums and charges

IN3.2f: Delays and
timescales

IN3.2g: Errors and not
following instructions

IN3.2h: Other general
administration and
customer service

IN3.2i: Other

End
Complaints for [Selected
product - 1]

Select all that apply:

Investments:

- Endowments

- Fixed rate bonds

- Non-profit unit-linked (UL) bonds

- Offshore investment bonds

- Onshore investment bonds

- Qualifying savings plans or maximum investment plans
- Unit-linked (UL) whole of life (reviewable)

- With-profits bonds

- Exchange-traded funds (ETF)

- Investment trusts

- Listed shares and equities

- Open-ended investment company (OEIC)

- Personal Equity Plans (PEPs)

- Stocks and shares ISA

- Structured products

- Tradeable bonds (corporate and government)

- Undertakings for collective investment in transferable securities
(UCITS)

- Unit trusts

- Discretionary management services

- Non-discretionary management services (including share dealing)
- Platforms

- Contract for differences (CFD)

- Crowdfunding

- Derivatives

- Enterprise investment scheme (EIS) and seed enterprise investment
scheme (SEIS)

- Foreign exchange (FX)

- Innovative finance ISA

- Overseas recognised schemes

- Peer to peer

- Spread betting

- Other investment products or funds

IN4: Number of opened
complaints where

IN3.1a: Upload data for
your new Investments
complaints

consumers were
identified as vulnerable

IN5: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

ING6: Which Investment
products do you have
outstanding or closed

complaints for?

Other Investment
products or funds

NOT Other Investment products or funds

IN7: How do you want
to report your

ING6.1: Which other
Investment products or

—> funds do you have
outstanding or closed

complaints about?

outstanding or closed
Investments complaints?

Enter data manually

Start
Outstanding and closed

YES

Complete entries for complaints

for each selected product

complaints for [Selected
product - 1]

IN7.2a: Total
complaints outstanding
at the start of the
reporting period

IN7.2b: Complaints
open over 8 weeks at
the end of the reporting
period

IN7.2c: Closed within 3
days

IN7.2d: Closed after 3
days but within 8 weeks

IN7.2e: Closed after 8
WEELS

IN7.2f: Total complaints
closed

IN7.2g: Total
complaints upheld

IN7.2h: Total redress
paid for upheld
complaints

IN7.2i: Total redress
paid for complaints not
upheld

IN7.2j: Total redress
paid

IN7.2k: Highest redress
paid

End
Outstanding and closed
complaints for [Selected

product - 1]

IN8: Number of closed
complaints where

Upload a file———»

IN6.1a: Name

IN7.1a: Upload data for
your outstanding or

closed Investments
complaints

consumers were
identified as vulnerable

IN9: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,
the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Users can:

1. Add up to 10 individual products.
2. Where there are more than 10 products,

the final entry defaults to ‘All other products’.

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Investments




Claims management: Data-capture flow diagram

Claims management

. User has selected the Claims management sector
CM1: Claims following the completion of the nil return

management declaration.

Sectors with complaints

CM2: Number of
outstanding complaints
at reporting period start

date

CM3: Number of new
complaints opened
during the reporting
period

Select all that apply:

CM4: Which claim types - Erimlinal inJ'ttJ:ryI e
- Employment-relate
do YOU. have new - Financial services or products
complaints about? - Housing disrepair
- Personal injury
- Specified benefit

Start
Complaints for [Selected
claim type - 1]

CM4a: Claim outcome

CM4b: Client money
handling

CMA4c: Customer
sourcing or marketing

CMA4d: Misleading
information or advice

CM4e: Obtaining or
sharing customer data

CMA4f: Fee dispute or

YES payment difficulties

Complete entries for complaints
for each selected claim type

CM4g: Fees in excess of
claims management fee
cap

Complaints opened

CM4h: Upfront fees

CM4i: Claim
administration

CM4j: Customer service

End
Complaints for [Selected
claim type - 1]

CM5: Number of opened
complaints where
consumers were

identified as vulnerable

CM6: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer's
vulnerability

CM7: How many
complaints are over 8
weeks old and still open?

CMS8: Complaints closed
within 3 days

CM9: Complaints closed
after 3 days but within 8
WEELS

CM10: Complaints
closed after 8 weeks

CM11: How many
complaints were upheld
in the reporting period?

CM12: Total redress
paid for upheld
complaints

CM13: Total redress
paid for complaints not
upheld

CM14: Redress paid in
relation to the claims
management fee cap

CM15: Total redress
paid

CM16: Highest redress
paid

CM17: Number of closed
complaints where
consumers were

identified as vulnerable

CM18: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

CM19: Total number of
leads generated or
obtained

CM20: Total number of
claims opened

Contextualisation data




Consumer credit: Data-capture flow diagram

Sectors with complaints

Complaints status and redress paid

Select all that apply:

- Lending for the purpose of business

- Bill of sale loan agreements

- Guarantor loans

- High-cost short-term credit

- Home credit loan agreements

- Pawn agreements

- Other cash loans

- Finance for insurance premiums

- Finance for motor vehicles

- Regulated deferred payment credit
agreements

- RTO agreements

- Other finance for goods or services

- Retail revolving credit

- Running-account credit for money transfers
only

- Running-account credit linked to a payment
network (including credit cards)

- Other running-account credit products
- Debt purchase

- Other indeterminate lending

Select all that apply:

- Lending for the purpose of business

- Bill of sale loan agreements

- Guarantor loans

- High-cost short-term credit

- Home credit loan agreements

- Pawn agreements

- Other cash loans

- Finance for insurance premiums

- Finance for motor vehicles

- Regulated deferred payment credit
agreements

- RTO agreements

- Other finance for goods or services

- Retail revolving credit

- Running-account credit for money transfers
only

- Running-account credit linked to a payment
network (including credit cards)

- Other running-account credit products
- Debt purchase

- Other indeterminate lending

Select all that apply:

- Consumer hire

- Lending

- Other Consumer credit services

CC1: Consumer credit

CC2: Which categories
do you have new
complaints about?

CC2.1: Lending

User has selected the Consumer credit sector
following the completion of the nil return
declaration.

Select all that apply:
CC2.2: Consumer hire

- Consumer hire of motor vehicles
- Consumer hire of other goods

Select all that apply:

- Consumer hire

- Lending

CC2.3: Other Consumer

credit services

\4
A

CC4: How do you want
to report your new
Consumer credit
complaints?

Enter data manually

Start
Complaints for [Selected
product — 1]

CC4.2a: Access to
product (including
temporary restrictions)

CC4.2b: Information
provision or content
(including commission)

CC4.2c: Irresponsibility
of lending or
unaffordability of product

CC4.2d: Suitability of
product

CC4.2e: Other product
sale

CC4.2f: Price, sums,
fees and charges

CC4.2g: Financial
difficulties

CC4.2h: Incorrect credit

YES records (not fraud
Complete entries for complaints related)

for each selected product

CC4.2i: Return of goods

CC4.2j: Section 75 CCA
claims

CC4.2k: Other product
design

CC4.2]: Other product
performance, general
administration and
customer support

CC4.2m: Fraud

CC4.2n: Other

End
Complaints for [Selected
product - 1]

CC5: Number of opened
complaints where

CC4.1a: Upload data for

Olslle L IRy 2 your new Consumer

credit complaints

consumers were
identified as vulnerable

CC6: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer's
vulnerability

CC7: Which categories
do you have outstanding
or closed complaints

- Other Consumer credit services about?

CC7.1: Lending

Select all that apply:
CC7.2: Consumer hire

- Consumer hire of motor vehicles
- Consumer hire of other goods

CC7.3: Other Consumer

credit services

CC8: How do you want
to report your
outstanding or closed
Consumer credit
complaints?

Enter data manually

Start
Outstanding and closed
complaints for [Selected

product - 1]
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CC8.2a: Total
complaints outstanding
at the start of the
reporting period

CC8.2b: Complaints
open over 8 weeks at
the end of the reporting
period

CC8.2c: Closed within 3
days

CC8.2d: Closed after 3
days but within 8 weeks

CC8.2e: Closed after 8
WEES

CC8.2f: Total complaints
closed

YES
Complete entries for complaints
for each selected product

CC8.2g: Total
complaints upheld

CC8.2h: Total redress
paid for upheld
complaints

CC8.2i: Total redress
paid for complaints not
upheld

CC8.2j: Total redress
paid

CC8.2k: Highest redress
paid

End
Outstanding and closed
complaints for [Selected

product - 1]

CC9: Number of closed
complaints where

CC8.1a: Upload data for
your outstanding or
closed Consumer credit
complaints

consumers were
identified as vulnerable

CC10: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

Consumer credit

Select all that apply:

- Credit broking

- Debt adjusting and debt counselling

- Debt collecting and debt administration

- Operating an electronic system in relation
to lending

- Providing credit information services

- Providing credit references

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB

Select all that apply:

- Credit broking

- Debt adjusting and debt counselling

- Debt collecting and debt administration

- Operating an electronic system in relation
to lending

- Providing credit information services

- Providing credit references

Users can:
1. Download the template.
2. Upload the completed template.

NB: Files are in CSV or XLS format and must not
exceed 10 MB



Electronic money and Payment services: Data-capture flow diagram

Sectors with complaints

Select all that apply:

- Account information services
- ATM withdrawals

- Credit cards

- Credit transfer: BACS

- Credit transfer: CHAPS

- Credit transfer: FPS

- Credit transfer: International
- Credit transfer: 'On Us'

- Credit transfer: SEPA

- Debit cards or cash cards

- Direct debits

- E-money (issuing, distributing and redeeming)

PS1: Electronic money
and Payment services

PS2: Which E-money
and Payment services do
you have new complaints

for?

Electronic money and Payment services

User has selected the Electronic money and
Payment services sector following the completion
of the nil return declaration.

- Merchant acquiring

- Money remittance

- Payment initiation services: Single immediate payments

- Payment initiation services: Variable recurring payments (non-sweeping)
- Payment initiation services: Variable recurring payments (sweeping)

- Pre-paid cards and e-money payments

- Standing orders

- Other payment services

)4 PS2.1: Which other
Payment services do you

Other Payment services .
have new complaints

about?

NOT Other Payment services

Users can:

PS3: How many new
complaints were opened
in the reporting period?

1. Add up to 10 individual services.
2. Where there are more than 10 services, the
final entry defaults to ‘All other services’.

P EHNEINE

PS4: Number of opened
complaints where
consumers were

identified as vulnerable

PS5: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

Select all that apply:

- Account information services

- ATM withdrawals

- Credit cards

- Credit transfer: BACS

- Credit transfer: CHAPS

- Credit transfer: FPS

- Credit transfer: International

- Credit transfer: 'On Us'

- Credit transfer: SEPA

- Debit cards or cash cards

- Direct debits

- E-money (issuing, distributing and redeeming)

- Merchant acquiring

- Money remittance

- Payment initiation services: Single immediate payments
- Payment initiation services: Variable recurring payments (non-sweeping)
- Payment initiation services: Variable recurring payments (sweeping)
- Pre-paid cards and e-money payments

- Standing orders

- Other payment services

PS6: Which E-money
and Payment services do
you have closed
complaints for?

PS6.1: Which other
Payment services do you

have closed complaints
about?

\ 4
‘—Other Payment services

NOT Other Payment services

Users can:

PS7: How many
complaints were closed
in the reporting period?

1. Add up to 10 individual services.
2. Where there are more than 10 services, the
final entry defaults to ‘All other services’.

PS6.1a: Name

PS8: How many
complaints were upheld
in the reporting period?

PS9: How many
complaints were
escalated to the
Financial Ombudsman
Service (FOS) in the
reporting period?

PS10: Do you have
agents or distributors
who provide E-money or
Payment services?

YES
[Outstanding and closed
complaints for E-money
—— or Payment services
provided by you, and
separately, your

NO
[Outstanding and closed
complaints for E-money——»

or Payment services
provided by you]

Start
Outstanding and closed
complaints for [Selected

service - 1]

PS10.2a: Total
complaints outstanding
at the start of the
reporting period

Complaints status and redress paid

Complete outstanding
and closed complaints
for E-money and Payment
services for your
agents or distributors

PS10.1a: Total
complaints outstanding
at the start of the
reporting period

PS10.1b: Complaints
open over 8 weeks at
the end of the reporting
period

PS10.1c: Closed within
3 business days

PS10.1d: Closed after 3
business days but within
15 business days

PS10.1e: Closed after
15 business days but
within 35 business days

PS10.1f: Closed after 35
business days but within
8 weeks

PS10.1g: Closed after 8
WEELS

PS10.1h: Total
complaints closed

PS10.1i: Total
complaints upheld

PS10.1j: Total redress
paid for upheld
complaints

PS10.1k: Total redress
paid for complaints not
upheld

PS10.11: Total redress
paid

agents or distributors]

PS10.2b: Complaints
open over 8 weeks at
the end of the reporting
period

PS10.2c: Closed within
3 business days

PS10.2d: Closed after 3
business days but within
15 business days

PS10.2e: Closed after
15 business days but
within 35 business days

PS10.2f: Closed after 35
business days but within
8 weeks

PS10.2g: Closed after 8
weeks

PS10.2h: Total
complaints closed

PS10.2i: Total
complaints upheld

PS10.2j: Total redress
paid for upheld
complaints

PS10.2k: Total redress
paid for complaints not
upheld

PS10.2I: Total redress
paid

PS10.2m: Highest
redress paid

PS10.1m: Highest
redress paid

End
Outstanding and closed
complaints for [Selected

service - 1]

Entries
ompleted?

YES

PS11: Number of closed
complaints where
consumers were

identified as vulnerable

PS12: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to

a consumer’s
vulnerability

PS13: What was the
payment volume in the
reporting period?

PS14: How many
customers used this
service in the reporting
period?

Select all that apply:

- Account information services disruption: customer due diligence checks

- Account information services disruption: operational disruption (including IT issues)
- Payment initiation services disruption: customer due diligence checks

- Payment initiation services disruption: operational disruption (including IT issues)

- Chargebacks

- Continuous payment authorities: cancellation issues and disputed payments

- Disputed transactions: card payments

- Disputed transactions: payment initiation services

- Disputed transactions: other payment types

- Charges, fees and commission

- Digital wallets: card or account takeover fraud

- Fraud: Authorised Push Payments (APP) - CHAPS

- Fraud: Authorised Push Payments (APP) - FPS

- Fraud: Authorised Push Payments (APP) - International Payments

- Fraud: Authorised Push Payments (APP) - 'On Us'

- Fraud: Authorised Push Payments (APP) - Open Banking

- Fraud: payment initiation services

- Fraud: unauthorised payments

- Fraud: other

- Account access: app functionality issues

- Account access: customer due diligence checks or application declined

- Account access: operational disruption (including IT issues)

- Account closures or terminations

- Account operation: blocks and suspensions

- Administration or customer service

- Breach of customer data: excluding open banking

- Breach of customer data: open banking

- Inaccurate customer data

- Incorrect credit records

- Misuse of customer data

- Payment delays: customer due diligence checks

- Payment delays: operational disruptions (including IT issues) )4
- Services provided by agents and distributors . . - .
- Misleading or unclear customer contracts or terms and conditions Ot_her complalnt complalnt_lssue type§ did
- Misleading or unclear financial promotions issue types you receive complaints
- Misleading or unclear information on open banking services for?

- Misleading or unclear pricing for FX remittance services
- Other complaint issue types

PS15: Which complaint
issue types did you
receive complaints for?

PS15.1: Which other

NOT: Other complaint
issue types

Users can:

PS16: How many new
complaints were opened
for the selected
complaint types?

1. Add up to 10 individual complaint issue
types.

2. Where there are more than 10 complaint
types, the final entry defaults to ‘All other
complaint types’.

PS15.1a: Name

PS17: How many
complaints were closed
for the selected
complaint types?

Focus of complaint

PS18: How many
complaints were upheld
for the selected
complaint types?

PS19: How many
complaints were
escalated to FOS for the
selected complaint
types?

PS20: How much
redress was paid for the
selected complaint
types?




Funeral plans: Data-capture flow diagram

Funeral plans

n
-
£
O
Q
=
(@)
O
c
o=
=<
n User has selected the Funeral plans sector
(e . following the completion of the nil return
g FP1: Funeral plans declaration.
(O]
0p]
FP2: Number of
outstanding complaints
at reporting period start
date
FP3: Number of new
complaints opened
during the reporting
period
\ 4
FP3.1a: Customer Pre-redemption Post-redemption FP3.2a: Customer
service complaints complaints service
FP3.1b: Delays FP3.2b: Delays
FP3.1c: Dispute over FP3.2c: Dispute over
fees and charges fees and charges
FP3.1d: Not carrying FP3.2d: Funeral service
out instructions delivery
©
(O]
c
(]
&
- FP3.1e: Unsuitable FP3.2e: Not carrying out
= advice instructions
'r_E
(@)
=
(@)
O

FP3.2f: Unsuitable
advice

FP3.1f: Other

FP3.2g: Other

FP4: Number of opened
complaints where
consumers were

identified as vulnerable

FP5: Number of opened
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability

FP6: How many
complaints are over 8
weeks old and still open?

FP7: Complaints closed
within 3 days

FP8: Complaints closed
after 3 days but within 8
WEELS

FP9: Complaints closed
after 8 weeks

FP10: How many
complaints were upheld
in the reporting period?

FP11: Total redress paid
for upheld complaints

FP12: Total redress paid
for complaints not
upheld

FP13: Total redress paid

FP14: Highest redress
paid

FP15: Number of closed
complaints where
consumers were

identified as vulnerable

FP16: Number of closed
complaints that relate to
a failure to consider or
respond appropriately to
a consumer’s
vulnerability
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