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[bookmark: when-to-use-this]When to use this
Use this letter when you are referring your complaint to the Financial Ombudsman Service (FOS) for independent adjudication. The FOS handles complaints about financial services firms regulated by the FCA, including banks, insurance companies, finance providers, payment services, and investment firms.
You can refer to the FOS when:
1. The firm has sent you a final response letter rejecting your complaint (or offering an inadequate remedy), and you are not satisfied with their response; or
1. 8 weeks have passed since you first complained to the firm, and they have not provided a final response (this is known as the "eight-week rule" under FCA DISP 1.6.2).
Time limits:
· You must refer your complaint to the FOS within 6 months of the date on the firm's final response letter
· If the firm has not sent a final response, you can refer at any time after 8 weeks
· The FOS may also consider complaints outside these limits in exceptional circumstances
What the FOS can do:
· Award compensation up to £430,000 (for complaints about acts/omissions on or after 1st April 2024)
· Direct the firm to take specific action (e.g., correct records, refund charges)
· Their decisions are binding on the firm (but not on you -- you can still go to court if you reject the FOS decision)
How to refer: You can submit this letter alongside the FOS complaint form online at financial-ombudsman.org.uk or by post.

[Your Name] [Your Address Line 1] [Your Address Line 2] [Your City] [Your Postcode] [Your Email Address] [Your Phone Number]
Financial Ombudsman Service Exchange Tower London E14 9SR
[Today's Date]
Dear Sir/Madam,
Referral of Complaint to the Financial Ombudsman Service
I wish to refer the following complaint to the Financial Ombudsman Service for independent adjudication, as I have been unable to resolve it directly with the firm.
My Details
Full name: [Your Full Name] Date of birth: [Your Date of Birth] Address: [Your Full Address] Email: [Your Email Address] Phone: [Your Phone Number]
The Firm I Am Complaining About
Firm name: [Financial Services Company Name] Product/service type: [e.g., Personal Loan, Motor Finance, Insurance Policy, Current Account] Account/policy/agreement number: [Reference Number]
Eligibility to Refer
[Select and keep the paragraph that applies to you:]
I received a final response letter from [Company Name] dated [Date of Final Response], in which they [rejected my complaint / offered a remedy that I do not consider adequate]. I am referring this complaint within the 6-month period prescribed by FCA DISP 2.8.2. A copy of the final response letter is enclosed.
[OR]
I first complained to [Company Name] on [Date of Original Complaint]. More than 8 weeks have passed since this date, and the firm has not provided a final response. I am therefore entitled to refer this complaint to the FOS under FCA DISP 1.6.2. Copies of my complaint correspondence are enclosed.
Chronology of the Complaint
1. [Date]: I [purchased/entered into/took out] [Product/Service] with [Company Name].
1. [Date]: [Describe the issue that arose.]
1. [Date]: I submitted a formal complaint to [Company Name] regarding [Brief Description].
1. [Date]: [Company Name] [acknowledged my complaint / responded with / failed to respond].
1. [Date]: I [sent a follow-up / received a final response / escalated internally].
1. [Date]: [Any further correspondence or developments.]
The Issue
[Provide a clear summary of your complaint. Explain what went wrong, why you believe the firm is at fault, and what financial harm or distress you have suffered. Be factual and specific.]
Why I Am Not Satisfied with the Firm's Response
[If you received a final response, explain specifically why their response is inadequate. Address each point they made and explain why you disagree.]
[If the firm did not respond, state this clearly: "The firm has failed to provide any substantive response to my complaint despite having had more than 8 weeks to do so."]
What I Am Seeking
I am asking the Ombudsman to direct [Company Name] to:
1. [Specific financial remedy, e.g., "refund the sum of [amount] plus 8% simple interest"]
1. [Any additional remedy, e.g., "pay compensation of [amount] for the distress and inconvenience caused"]
1. [Any non-financial remedy, e.g., "correct my credit file to remove the adverse entry recorded on [date]"]
Supporting Documents Enclosed
I enclose the following documents in support of my referral:
1. Copy of my original complaint to [Company Name] dated [Date]
1. [Copy of the firm's final response / evidence of no response]
1. Copy of my follow-up correspondence dated [Date]
1. [Any other supporting evidence: statements, screenshots, recordings, contracts, receipts]
I confirm that the information in this letter is true and accurate to the best of my knowledge. I consent to the Financial Ombudsman Service sharing the details of my complaint with [Company Name] for the purpose of investigating and resolving this matter.
Yours faithfully,
[Your Name]

Want a letter tailored to YOUR case with AI? Start a free case at EvenStance.
