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1. Introduction  

 

1.1 This manual provides guidance and support on Maitland's complaint handling policy and 

process. It outlines our approach to handling customer complaints and sets out your 

responsibilities to ensure that all affected customers experience a fair outcome. The processes 

and procedures outlined in this paper reflect the requirements of the Maitland Group and 

Guernsey Financial Services Commission.   

 

1.2 Note that this document is for internal use only and should not be sent to clients. If you wish to 

make a client aware of our complaint handling standards, please use the leaflet that’s appended 

to the Maitland Complaints Handling Policy. 

 

2. Principles of good complaint handling  

 

2.1 Good complaint handling does not mean that you should side with the customer on every 

occasion. A good approach will focus on: 

 

▪ Doing the right thing  

▪ Being customer focused  

▪ Being open and accountable  

▪ Acting fairly and proportionately  

▪ Putting things right  

▪ Seeking continuous improvement  

2.2 You should ensure that you have listened to and understood the customer's concern. By doing 

this you will be more effective in collecting all of the information required to conduct an 

appropriate investigation and determine what has caused the customer to complain. You 

should also assure the customer that you will fully investigate their complaint and will respond 

as soon as possible. Taking these steps and acting with integrity and professionalism will help 

you to arrive at a fair outcome for the customer and get it right first time.  

2.3 You should always ensure the customer is kept updated with the progress of their complaint 

and the steps that are being taken to resolve it. When handling a complaint you must give 

consideration to the customer's experience at what could be a potentially difficult time 

particularly, for example, if they have suffered a financial loss or material distress or 

inconvenience. Customers should feel that customer service is at the heart of everything you 

do, even where the right and fair outcome of their complaint is not what they were expecting. 

You should not be afraid to apologise when the company has got something wrong as, 

sometimes, a simple apology together with the proposed resolution is all the customer is 

seeking.  

 

3. What is a Complaint?  

 

3.1 Maitland has adopted the following definition which should be used in all circumstances. 

 

“Any expression of dissatisfaction, whether oral or written, and whether justified or not, 



from or on behalf of an eligible complainant about Maitland’s provision of, or failure to 

provide, a contracted service”. 

 

3.2 There are a number of important points to note about this: 

 

a) A complaint does not have to be made (or confirmed) in writing for it to be relevant. It can 

be made verbally over the phone or face to face and the date that this happens is the date 

the verbal complaint is received. The substance of the complaint is therefore what matters 

and not the method of delivery. 

 

b) The complaint may be made on behalf of the customer by an authorised third party such 

as a power of attorney or lawyer. It does not have to be made by the customer in person. 

 

c) You are not required to judge whether the complaint is justified as soon as it is received. 

An investigation may conclude that the company has done nothing wrong and has no case 

to answer. This should not however affect whether or not it is recorded.  

 

d) The complaint can be about something that we did do or something that we didn’t do. We 

should therefore treat all expressions of dissatisfaction as a complaint. 

 

3.3 We are all responsible for ensuring that where a customer has had cause to complain, all 

necessary steps are taken to identify the problem and to resolve it fairly within a reasonable 

timeframe. 

 

4. How should a complaint be processed?  

 

4.1 The following is a summary of how complaints should be processed: 

 

- A written acknowledgement should be sent to the complainant within seven working days 

from the date the complaint is received unless the matter is resolved before the end of the 

day after the complaint is received. 

 

- Written acknowledgements should acknowledge receipt, summarise your understanding 

of the complaint and confirm that a full response will be issued as soon as possible.  

 

- Updates on the progress of your investigation should be sent to the customer 2 weeks and 

5 weeks after the date the complaint was made if the matter has not already been resolved. 

 

- The complainant must be kept informed of the progress of the investigation if a final 

response has not been issued. 

 

- If the complaint is not resolved after 3 months the GFSC must be notified and we must 

also advise the complainant that he/she may inform the GFSC directly of his/her complaint. 

 

- Where the complainant has received a final response and has not replied within 4 weeks 

of its despatch, the complaint should be treated as resolved. 

 



- All complaints, irrespective of merit, must be reported to Compliance using the Complaints 

Reporting Form, where it will be recorded on the Complaints Register. 

 

- We do not charge to investigate a complaint.  

 

- We are not liable for any fees the customer incurs for third party services. 

 

- Under COB Rule 8.2.2, we must also notify the GFSC within 14 days of it becoming 

aware of a significant complaint (i.e. a complaint alleging a breach of the POI Law, 

mala fides, malpractice or impropriety or repetition or recurrence of a matter previously 

complained of) (whether significant or otherwise). 

 

- Under COB Rule 8.2.3, we must notify the GFSC within 14 days of it becoming aware of 

a series of complaints regarding any one employee whether a current employee or not. 

 

- Under the Fiduciary Law, we must inform the complainant that, in cases of significant 

complaints or where a complaint remains unresolved for longer than three months, 

MAGL is under an obligation to inform the Commission of the complaint; 

 
5. Helping unhappy customers  

 

5.1 When customers advise us of an issue that they are unhappy about, it provides the business 

with an opportunity to improve the service it provides and help to identify underlying issues that 

could indicate a bigger problem. It is therefore important to listen carefully to what the customer 

is telling you and ask appropriate questions to ensure you understand exactly what the problem 

is.  Every complaint must be treated individually and you should carefully consider how the 

customer has been personally impacted by the issue.  

 

6. Recording a Complaint  

7.1 Regardless of the channel by which a complaint is made, the staff member receiving the 

complaint must ensure that it is reported immediately to Compliance to be logged on the 

Complaints Register. This should be done in all cases as there could be risks embedded in 

the complaint that the complaint handler is unaware of, for example a potential claim on our 

Professional Indemnity Insurance, an unidentified financial crime or regulatory breach risk or 

a requirement to notify the GFSC.  

 

7.2 It is therefore important that Compliance is provided with sufficient information to understand 

the nature of the complaint, who is dealing with it, what engagement there has been with the 

customer so far and what the anticipated timeline is to completion. The internal Complaint 

Referral Form must therefore be used for this purpose in all cases. This has been aligned to 

the Complaints Register to ensure that all complaints are evaluated quickly and recorded in a 

consistent way. 

 

7.3 In accordance with the Maitland Group Complaints Policy, Compliance will monitor all recorded 

complaints and escalate any that fall outside the permitted timescales.   

 



 

8. Investigating a complaint 

 

8.1 Maitland is required by law to have a written complaints process which tells clients how to 

make a complaint and what they should expect from the company in return. The regulator 

considers 8 weeks to be a sufficient amount of time for firms to investigate and respond to a 

complaint in most circumstances. Where a compliant is not closed within 3 months, we must 

notify the GFSC within 14 days. 

 

8.2 Although the steps below will not materialise in all cases, they should be followed at all times. 

 

Step 1 - Single Stage Complaints (same or next day resolution).  
 
If a complaint can be resolved by close of business the next business day, acceptance of the 

resolution must be documented and the outcome reported to Compliance – for example, an 

email or memo describing the agreement you reached with the customer if the matter was 

resolved verbally. Complaints that are not resolved to the customer's satisfaction within this 

timeframe should be acknowledged in writing.  

 
The benefits of resolving complaints quickly include: 
 
▪ A happier customer, leading to improved customer loyalty. 

  
▪ Offers you the chance to examine and put right weaknesses in your service early on, 

reducing future similar complaints.  
 

▪ Reduces follow up correspondence requirements.  
 

▪ No need to report complaints to the GFSC – reduced administration. 
 

For minor complaints, putting things right could be simple as: 
 
▪ Carrying out a simple fact check into what happened; and 

 
▪ Verbal acknowledgment of poor service and an apology (and, if relevant, what action 

you’re taking)  
 

▪ Verbal feedback offering clarification if you think the client may have been misunderstood  
 

▪ Verbal confirmation of the action that has been taken (or will be taken) to correct an error  
 

▪ If possible, verbal reassurance of what you’ll do to prevent it from happening again  
 

A verbal complaint will be considered closed if the customer has verbally confirmed their 

acceptance of the complaint and this is noted and copied to Compliance.  

 

You must ensure that the details of the resolution are recorded on the register by reporting this 

to Compliance using the complaint referral form.  

 

 



Step 2 - Complaint Acknowledgement 

 

If it has not been possible to resolve a complaint within 48 hours, a written acknowledgement 

must be sent to the complainant with 7 days of the date the complaint was received. This can 

be done by letter or email. A letter template for acknowledging complaints is included in 

Appendix 2. 

  

The acknowledgement must include the following information:  

 

▪ Confirmation of the date the complaint was received. 

▪ A summary of the complaint. 

▪ The anticipated timescale for a response.  

▪ A copy of our complaint handling leaflet.  

▪ Where appropriate, a request for further details in writing and / or supporting evidence. 

 

Remember that there could be a significant difference between the date of the complainant’s 

letter, the date it was despatched and the date that it was received. Our timeline begins on the 

date the complaint is received which is why this should be stated in the acknowledgement 

letter. However, for verbal complaints the date of receipt is the date the conversation was held 

and not the date that any follow up letter is received. A client does not have to confirm his 

complaint in writing before it should be acknowledged. A copy of all acknowledgement letters 

should be sent to Compliance to be recorded on the complaints register. 

 

The person dealing with the complaint should also create a diary item to remind themselves 

that an update should be sent to the complainant after 2 weeks if the complaint has not been 

resolved before then. If the investigation is completed during this time and a further update is 

not required, one of the two final response letters below should be used and a copy sent to 

Compliance to be recorded on the complaints register. 

 

Step 3 - Two Week Holding Letter  

 

If after two weeks your investigation is not yet complete, you should send the complainant an 

update to let them know what progress has been made. A 2-week letter template that can be 

used for this purpose is included in Appendix 2. 

 

A new diary date for 5 weeks (from the date the complaint was received) should then be set in 

case the complaint is not resolved before then. A copy of the two-week holding letter should 

also be copied to Compliance who will update the register.  

 

If the complaint is resolved between the two-week update date and the five-week holding letter, 

one of the two final response letters below should be used, as appropriate. 

 

Step 4 - Five Week Holding Letter  

 

If your investigation has not concluded after 5 weeks from the date the complaint was received, 

you should send the complainant a further update and let them know what progress has been 

made. A letter template for doing this is attached in Appendix 2. A copy of the five-week 



holding letter should also be copied to Compliance who will update the register.  

  

A further diary date should be set for 8 weeks from the date the complaint was received as a 

number of additional actions will be required if the complaint has not been resolved. See below. 

 

If the complaint is resolved between the 5 and 8-week holding letter, one of the two final 

response letters below should be used, as appropriate. 

 

Step 5 – 8 Week Update / Final Resolution Letters 

 

Most complaints should be investigated and resolved within 8 weeks of receipt and the 

resolution letters in Appendix 2 should be used to explain the outcome of our investigations 

to the complainant. There are two versions of the final resolution letter – one to be used when 

the complaint is upheld and one for when we don’t find in the complainant’s favour - complaint 

not upheld. 

 

However, if it has not been possible to complete our investigations within this 8-week 

timeframe, we must do two things without delay: 

 

(i) Notify the complainant in writing of the reasons why we are not yet in a position to 

provide a full response and outline the anticipated timeline to completion. A 

template for doing this is included in Appendix 2. 

 

(ii) Notify Compliance that the 12-week timeline has been reached and the complaint 

is still unresolved (including a summary of the reasons). Compliance will use this 

information to notify the GFSC.  

 

9. Further Investigation & Escalation  

9.1 If the customer does not agree with the resolution of their complaint, they may refer their 

complaint back to us to review and may threaten to refer their complaint to the Financial 

Services Ombudsman (depending on the type of product used). If additional information is 

included which warrants further consideration, the customer should be informed that a further 

review of the new information will be carried out and we’ll aim to provide them with an update 

or response within 2 weeks of the date of receipt.  

 

9.2 If the customer has not provided further information and there is no reason to change our 

original decision then no further investigation is required. The customer should be informed in 

writing that having already reviewed the matter in detail, our position remains unchanged.  

 

9.3 As above, all correspondence to the complainant should be copied to Compliance to be 

recorded on the register. 

 

10. Re-opening a previous complaint  

 

I0.1 If a customer chooses to re-open the same issue after their complaint has already been 

resolved and closed, this should be reported to Compliance and noted on the register as a re-



opened complaint.  

 

10.2 Circumstances that could give rise to a re-opened complaint include: -  

 

▪ A previous action to fix the original complaint has not been completed. 

 

▪ A payment required to resolve the initial complaint has not been made.  

 

▪ The customer had previously accepted our resolution but has now changed their mind - 

issue that caused the complaint has not been fixed. 

 

▪ The customer has provided additional information which was not considered during the 

initial investigation.  

 

10.3 If on review, changes are required to the previous resolution, a new letter should be issued. 

We should also make it clear that this new resolution letter is our final response. 

 

11. Complaints about a member of staff  

 

11.1 Complaints about a member of staff should be referred to their Manager and not handled by 

the staff member themselves. If necessary, guidance should be sought from the HR Manager 

and Senior Compliance Officer.  

 

12. Threatened Litigation  

 

12.1 All complaints resulting in a potential or actual claim against the Group Professional Indemnity 

Insurance should be reported to the Senior Compliance Officer immediately. He will notify the 

Group Insurance Manager (and if a fiduciary matter, the GFSC) as appropriate. 

 

13. Risk Escalation  

 

13.1 Complaint related errors / control failures should be recorded on Xactium by the person 

handling the complaint.  

 

14. Management Information Reporting  

 

a. Compliance will report complaints data to the Board on a regular basis. This 

information will be drawn from the Complaints Register. 

 

 

 

 

 

 

 

 

 



Appendix 1 – Complaint Referral Form 

 

Please complete Part A below as fully as possible and make sure there is sufficient information for the 
Compliance Officer to understand the nature of the complaint and what action has been taken so far. 
Compliance will complete Part B. 
 

Part A – Complaint Details  

Maitland Entity  

Member of staff reporting    

Team / Area  

Member of staff investigating   

Name of complainant  

Client number if applicable  

Date complaint received  

Date complaint acknowledged  

Date closed (if resolved within 48 hours)  

Is complaint new, an update or repeat?  

Summary of the Complaint  

Other than the acknowledgement, has 
there been any other engagement with the 
complainant since the complaint was 
received. 

 

Has there been any threat of litigation?  

Is the complaint directed against a 
member of staff? 

 

 

Part B – Initial Compliance assessment  

Date received by Compliance  

Has there been a breach or near breach?  

Does the GFSC need to be notified?  

Do Maitland’s insurers need to be notified?  

 



Appendix 2 – Letter Templates 

Written Complaint – acknowledgment letter 

[complaints leaflet should be enclosed] 

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

[Enter Date] 

Dear [Enter Name] 

[Enter reference number if applicable] 

Thank you for your [letter/email] received in our office on [date].  

I am sorry to learn that you have been dissatisfied with the service we have provided and can confirm 
that we will be conducting a thorough investigation into your concerns. Once we have completed this, 
we will write to you again. 

To enable us to deal with your complaint as swiftly as possible and ensure that our understanding of 
your complaint is correct, please contact me if the summary of your complaint detailed below is 
incorrect.  

[Summarise the complaint to show understanding of the issues involved, and where applicable, 
resolution sought]. 

Please find enclosed a copy of our internal Complaints Procedure for your information. Please take 
some time to read this as it explains how we will deal with your complaint and when we will contact 
you again.  

In the meantime, if you have any queries, please do not hesitate to contact me.  

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial] 

Enc: [Name of Company] Complaints Procedure leaflet  

 

 

 



Verbal Complaint – acknowledgment letter 

[complaints leaflet should be enclosed] 

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

[Enter Date] 

Dear [Enter Name] 

[Enter reference number if applicable] 

Further to your telephone call of [date] I am sorry to hear that you have been dissatisfied with the 
service we have provided.  

To enable us to deal with your complaint as swiftly as possible and ensure that our understanding of 
your complaint is correct, please contact me if the summary of your complaint detailed below is 
incorrect.  

[Summarise the complaint to show understanding of the issues involved, and where applicable, 
resolution sought]. 

Our next steps 

I can confirm that we will be conducting a thorough investigation into your concerns and, once this has 
been completed, we will write to you again. 

Please find enclosed a copy of our internal Complaints Procedure for your information. Please take 
some time to read this as it explains how we will deal with your complaint and when we will contact 
you again.  

In the mean-time, if you have any queries, please do not hesitate to contact me.  

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial] 

Enc: [Name of Company] Complaints Procedure leaflet  

 

 

 



Complaints – 2 / 5 Week holding letter 

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

[Enter Date] 

Dear [name] 

[Enter reference number if applicable] 

Further to my letter of [date of latest correspondence], I am writing to inform you that I am still 
investigating your complaint and am not yet in a position to provide you with a full response. This is 
due to [insert reason for delay].  

I apologise for the delay and would like to thank you for your patience. I will write to you again as 
soon as possible, and at latest within eight weeks of the date we received your complaint. 

If you need to contact me in the meantime, please do not hesitate to do so. My contact details are 
below. 

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial]  

 

 

 

 

 

 

 

 

 

 



Complaints – 8 Week holding letter 

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

[Enter Date] 

Dear [name] 

[Enter reference number if applicable] 

Further to my letter of [date of latest correspondence], I am sorry that I have still not been able to 
write to you with the outcome of my investigation. This is due to [insert reason for the delay]. I 
apologise for the delay and hope to be able to respond to you within [insert expected response time]. 
You may inform the GFSC directly of your complaint at the following address: [address] 

Thank you for your continued patience. 

If you need to contact me in the meantime, please do not hesitate to do so. My contact details are 
below. 

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial] 

 

 

 

 

 

 

 

 

 

 



 

Final response – complaint upheld 

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

Enter Date] 

Dear [name] 

[Enter reference number if applicable] 

Further to my letter of [date of latest correspondence], I have now investigated your complaint fully 
and would like to apologise for [short summary of mistake/poor service], and for the 
inconvenience/distress this has caused you. 

As a result of our mistake/poor service [enter final response] 

Please note that, under terms of our Complaints Procedure, this is our final response.  

[I also enclose a copy of our internal Complaints Procedure for your information.] 

Once again, we are sorry for the inconvenience we caused you and hope you will find that the points 
above offer a fair resolution. 

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial] 

 

 

 

 

 

 

 

 



 

Final response – complaint not upheld 

  

[Enter Name] 
[Enter House Number] 
[Enter Street Name] 
[Enter Town/City] 
[Enter County] 
[Enter Post Code] 

[Enter Date] 

Dear [name] 

[Enter reference number if applicable] 

Further to my letter of [date of latest correspondence], I have now completed my investigation and 
would like to respond as follows:  

While I understand the [inconvenience/distress] that this has caused you I regret that I am unable to 
[summary of customer’s request/demand].  The reason for this is [give full detail]. 

Please note that, under terms of our Complaints Procedure, this is our final response.  

[I also enclose a copy of our internal complaints procedures for your information.] 

I acknowledge the [inconvenience/difficulties/distress] this situation has caused you, but taking into 
account my comments above, I am sorry that we are unable to [offer the response you were looking 
for/take this matter further]. 

Yours sincerely,  

[Enter Name of person handling the complaint] 
[Enter Job title of person handling the complaint] 
[Enter medium by which they can contact you e.g. direct dial] 

 

 

 

 

 

 



 


