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Complaints questionnaire


Section 1. Complaints framework, governance and oversight
1.  Do you have a formal complaints policy approved by appropriate governance (e.g., Board / Committee /Director)?     
	Yes
	☐
	No
	☐

If yes to Q1: How frequently is the policy reviewed and/or updated?
	[bookmark: _Hlk178763048]Quarterly
	☐
	Semi-Annually
	☐
	Annually
	☐
	Every 2 Years
	☐
	Every 3+ years
	☐

If yes to Q1: When was the policy last reviewed/updated?
	Please input date (M/d/yyyy)
	


If yes to Q1: Who owns the complaints policy?
	Enter your answer
	


If yes to Q1: Who approved the complaints policy?
	Director
	☐
	Compliance Officer
	☐
	Committee
	☐
	Board
	☐
	Other
	☐ 


2.  Do you have a designated individual/function with oversight over complaints?
	Yes
	☐
	No
	☐

3.  Does the board (or equivalent governing body) receive regular complaints reports?
	Yes
	☐
	No
	☐

If yes to Q3: What is the frequency of Board reporting?
	[bookmark: _Hlk178760892]Monthly
	☐
	Quarterly
	☐
	Semi-Annually
	☐
	Annually
	☐
	1+ years
	☐

4.  When was the last complaints report shared with the governing body?
	Please input date (M/d/yyyy)
	


5.  Is governance oversight of complaints documented (e.g., in minutes/actions)?
	Yes
	☐
	No
	☐








Section 2. Systems, records and data 
6. Do you maintain a complaints log/register capturing all complaints and their lifecycle?
	Yes
	☐
	No
	☐

If yes to Q6: Where/how is complaints data captured?
	Spreadsheet
	☐
	Internal System
	☐
	3rd party system
	☐
	Other
	


If yes to Q6: What data is routinely captured on the complaints register? (Select all that apply)
	Date received
	☐
	Category
	☐
	Acknowledgement date
	☐
	Business area
	☐
	Description
	☐
	Severity or impact
	☐
	Root Cause
	☐
	Closure date
	☐
	Resolution time
	☐
	Redress or compensation
	☐
	PII notification flag
	☐
	Escalation
	☐
	Other 
	☐

If yes to Q6: Who has access to the complaints log/register? (Select all that apply)
	All staff
	☐
	Managers
	☐
	Compliance
	☐
	Role-based access
	☐
	Other
	☐

7. Do you assess whether the complainant may be a vulnerable person and adjust handling accordingly?
	[bookmark: _Hlk178761521]Yes
	☐
	No
	☐

If yes to Q7: Please describe how vulnerability is identified and what adjustments are made
	




Section 3. Handling complaints
8. Do you provide customers with clear information on how complaints can be made and how they will be responded to?
	Yes
	☐
	No
	☐

If yes to Q8: How are customers informed of the process for making complaints? (Select all that apply)
	Website or online portal
	☐
	Email communications
	☐
	Welcome or onboarding packs
	☐
	Terms & Conditions or service agreements
	☐
	Customer support team verbally advises customers
	☐
	Printed materials or posters at business locations
	☐
	Mobile app notifications or in-app information
	☐
	Other
	☐

9. Do you issue a written acknowledgement of receipt for all complaints received?
	[bookmark: _Hlk178762069]Always
	☐
	Sometimes
	☐
	Never
	☐

10. What is your standard timeframe for acknowledging receipt of complaints?
	Within 24 hours
	☐
	Between 1-4 days
	☐
	Within 5 days
	☐
	> 5 days
	☐

11.	In the last twelve months, how many complaints were acknowledged after 5 days?
	[bookmark: _Hlk178762227]0
	☐
	1-5
	☐
	6-10
	☐
	More than 10
	☐

12.	What is your standard timeframe for resolving complaints?
	Within 3 months
	☐
	3-6 months
	☐
	Other 
	☐

13.	When timelines extend, do you issue holding updates to customers?
	Always
	☐
	Sometimes
	☐
	Never
	☐

14.	Do you have any open complaints older than 3 months (not yet closed)?
	Yes
	☐
	No
	☐

15.	Do you provide a written closure outcome (upheld/not upheld) when complaints are closed?
	[bookmark: _Hlk178762575]Always
	☐
	Sometimes
	☐
	Never
	☐

16.	Do you offer goodwill payments as part of your complaint's resolution process?
	[bookmark: _Hlk178762843]Yes
	☐
	No
	☐

17.	Are redress decisions (refund/compensation/goodwill) documented with rationale and linked to categorisation/root cause (where applicable)?
	Yes
	☐
	No
	☐

18.	Do you use AI in your complaints handling process?
	Yes
	☐
	No
	☐

If yes to Q18: Please describe how AI is used and what oversight/controls are in place?
	




Section 4. Professional Indemnity Insurance (PII)
19.	Do you assess each complaint to determine whether it needs to be notified to your PII Provider?
	[bookmark: _Hlk178762863]Always
	☐
	Sometimes
	☐
	Never
	☐

If yes to Q19: Please explain criteria:
	



20.	Is there documented criteria/thresholds for when complaints are notified to PII (e.g., potential claim, value, allegation type)?
	[bookmark: _Hlk178762895]Yes
	☐
	No
	☐

21.	Have any of the complaints received in the past 12 months resulted in a claim under the firm's professional indemnity?
	Yes
	☐
	No
	☐

22.	Did you consider your complaints data when last renewing your professional indemnity insurance?
	Yes
	☐
	No
	☐

Section 5. Notifications 
23.	Please state any required notifications to the JFSC identified during completion of this questionnaire that have not been previously made (including date became aware, reason for not being notified and current status)
Please note that this is not intended to replace your notification requirements in the respective codes of practice. Any identified notifiable events should still be reported to the JFSC using the usual appropriate channels.

	



Section 6. Channel Islands Financial Ombudsman (CIFO)
24.	Are you in scope for reporting to CIFO?
	Yes
	☐
	No
	☐

If yes to Q24: Are your customers made aware of their right to refer a complaint to CIFO?
	Yes
	☐
	No
	☐

If yes to above: How are they made aware?
	Website or online portal
	☐
	Email communications
	☐
	Welcome or onboarding packs
	☐
	Terms & Condition or service agreements
	☐
	Customer support team verbally advises customers
	☐
	Printed materials or posters at business locations
	☐
	Mobile app notifications or in-app information
	☐
	Other
	☐



Section 7. Trends, RCA & Monitoring
25.	Do you routinely review customer complaint data to identify trends or emerging patterns?
	Yes
	☐
	No
	☐

If yes to Q25: How often is the trend analysis performed on complaints?
	Monthly
	☐
	Quarterly
	☐
	Semi-Annually
	☐
	Annually
	☐
	None
	☐
	Other
	


26.	In the past 12 months, have you observed material or repeat complaint themes (including spikes)?
	Yes
	☐
	No
	☐


If yes to Q26: If themes/spikes were observed, describe the key themes, drivers, actions taken, and whether effectiveness was tested:
	



27.	Do you perform root cause analysis for material complaints received or emerging themes?
	Yes
	☐
	No
	☐

28.	How do you assess the effectiveness of the proposed solutions implemented to address any root causes for complaints?
	



29.	Are complaints considered as top/significant risk as part of your business risk assessment?
	Yes
	☐
	No
	☐

30.	Does your compliance monitoring plan include testing the effectiveness of the complaints handling process?
	Yes
	☐
	No
	☐

If yes to Q30: What is the frequency of the CMP testing?
	Quarterly
	☐
	Bi-Annually
	☐
	Annually
	☐
	2 years
	☐
	More than 2 years
	☐

31.	Has any CMP testing done in the past 12 months identified any issues that required remediation?
	Yes
	☐
	No
	☐

If yes to Q31: Is any of the remediation still outstanding?
	Yes
	☐
	No
	☐


Section 8. Training
32.	Do you offer periodic complaints handling training to relevant staff?
	Yes, at least annually
	☐
	Yes, less frequent than annually
	☐
	No, induction only
	☐
	No, no training is held
	☐

33.	Are there any challenges, observations, or good practices you would like to highlight regarding your complaints management?
	Yes
	☐
	No
	☐

If yes to Q33: Please briefly describe
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