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CONSUMER COMPLAINT FORM
DEBT MANAGEMENT GUIDANCE COMPLIANCE REVIEW 
On 3 November 2009 the Office of Fair Trading (OFT) announced that it is undertaking a formal compliance review of the Debt Management Guidance (the Guidance). The aims of the compliance review are to assess compliance levels across the industry, identify the reasons for any non-compliance and to obtain feedback on the Guidance itself

As part of the debt management compliance review,
 we want to find out whether providers of debt management services are complying with their legal responsibilities. This complaint form is designed to help you tell us about your recent complaint concerning the practices of the debt management company that you have been in touch with. 

Please provide as much information as you can and, where possible, provide copies of any relevant documents (for example agreements/contracts). If you run out of space to complete your response to any question please continue on an extra sheet of paper and add this to the form as necessary.

The OFT has no authority to become involved in individual disputes between consumers and traders so we cannot advise you directly in this matter. For specialist, face-to-face assistance, or intervention, you may wish to contact www.directgov.gov.uk. The Financial Ombudsman Service can help with most complaints about consumer credit products and/or services if your debt management company fails to satisfactorily resolve the matter directly. 

The Insolvency Service has published a guide for debtors which contains an overview of the main debt solutions. The guide entitled ‘In Debt? Dealing with your creditors’ can be accessed from the Insolvency Services’ website at: www.insolvency.gov.uk/guidanceleaflets/Guides.htm
Confidentiality – our commitment to you: We will not disclose the information that you provide to any third party in a format that means what you tell us can be traced back to you. However, if you are willing to grant permission for us to share your details please complete and sign the consent form at the end of this document.
	Name

Address

Daytime contact number                                  Mobile number

E-mail address
Preferred method of contact:  Post/Telephone/Email



About yourself
Details of the debt management company
	Name of the trader you are complaining about
Contact name(s) and position(s) of relevant staff members (if known)

Address

Telephone number

Email address

Website(s)




Complaint Details 

	1.   Advertising, marketing and promotion

a) How did you find out about the debt management company?

(for example, newspaper, advertisement, website, cold calling, text message, mail shot, 3rd party referral)
b)  Was the service you were offered/received consistent with what the company’s promotion said they could offer you?



	2.  Contact with consumers
a) Were you visited in person by an adviser? If yes, please provide details of the date and location of the visit along with the details of the visiting adviser/s. If no, please give details, for example was contact made via telephone, online enquiry.
b) If yes, please tell us if you agreed to the visit in advance 
c) Did you sign the contract during the visit or at a later date? 



	3.  Pre contract information

a) Were you given information about all debt solutions available and the effects of these on your credit rating? Please also indicate if this was verbal or written information.
b) Were you told about your statutory right to a cooling off period?  

c) Was a full assessment made of your financial circumstances?

(for example was a full assessment made of your income and expenditure, bank statements, credit car statements)



	4. Advice 

a) What services were you offered by the trader? 
(for example, debt management plan, Individual Voluntary Arrangement/Protected Trust Deed, bankruptcy/sequestration, debt consolidation loan)

b) Please briefly tell us what you were told about the range of debt solutions that the adviser said was available to you

(for example, how long each might last, how much each might cost you, the effect on your credit rating)  

c) Were you told about any possible risks involved?

(for example, the effect on your credit rating or the fact that creditors may continue to apply interest and charges)
d) Were you provided with a copy of the Insolvency Service’s booklet, 'In Debt? Dealing with your creditors'?
e)   Were you advised of the option to seek free, independent advice from another agency, such as a Citizens Advice Bureau or National Debtline?



	5. Fees
a) Were any of the services advertised as free?

b) What were you told about the total cost of the debt repayment plan?
c) Where relevant, was it explained that you would be charged an up-front fee and/or administration fee? 
d) Were you told that your monthly payment to the trader would include a service fee? 


	6.  Contract terms

a)  Were you given a contract? 
b) Were you given time to read the contract before you were asked to sign it? 
c) Did the contract contain details of the total cost of the service, length of the debt repayment plan, how creditors would be dealt with, what you should expect from the debt management business in terms of communication from them and, details of any potential delay in first payment being made to creditors?




	7.  3rd party representatives

a) If you appointed a ‘free to client’ advice agency to represent you, please clarify whether your creditors accepted the debt repayment arrangement offered

b) Please clarify if your creditors continued to apply interest and charges after the plan had been agreed

c) Please clarify if your creditors continued to contact you directly after a plan had been agreed



	8.  Debt management services

a) Were you kept regularly informed of developments?

(for example, outcome of negotiations with creditors, statement of how money was paid to your creditors, and/or any changes in the repayment plan? 
b) Did the debt management company inform you that your payments would be sent to your creditors within five working days? 



	9.  Complaints

a) Did you complain to the company concerned? If yes, what was the nature of the complaint and how did the company respond?
b) Where relevant, did you request a refund of any money paid to the company? If yes, did you receive a full or partial refund and what were the reasons for requesting this?
c) Where relevant, did you ask for the return of any paperwork you had sent to the company? If yes, was some or all of your paperwork returned to you?

d) Did the company tell you of your right to complain to the Financial Ombudsman Service?



	10.  Please feel free to give us any further information that you think the OFT may find useful.



It would be helpful if you could send us copies of any promotional material you received and/or other documents received from or sent to the company in question. If a contract was provided by the company, a copy of this would also be useful. If you are sending the original documents please indicate if you would like these to be returned.
Thank you for taking the time to complete this form.

Please email the completed form to: debtmanagementguidance@oft.gsi.gov.uk

Or return to:    Debt Management Compliance Team
Room 2 North
Office of Fair Trading

FREEPOST

London

EC4B 4AH

If you have any problems in completing the form, or if you have or any other queries, please phone 020 7211 8318
DEBT MANAGEMENT GUIDANCE COMPLIANCE REVIEW 

Permission to disclose complaint

(Please send this form along with the main complaint form)

Consumer Credit Act 1974 (the Act)

Complaint Against:

For the purpose of facilitating its functions under the Consumer Credit Act 1974 (the Act), I give my consent for the Office of Fair Trading (OFT) to disclose details of my complaint concerning the above trader, including my name and address details, in any further action that it may take under the Act (or under any other legislation administered by the OFT).

I also confirm that I have no objections to the OFT using the information provided by me in the performance of any of its functions and disclosing that information to others where legally permissible. For example, the OFT may disclose such information in connection with enforcement or regulatory action under its own powers or may refer the information to another government department or enforcement authority.

Signed: …………………………………………………………
Print name: …………………………………………………….
Date: ……………………………………

Please note: the OFT can only use your details in any action we may take against the above trader if you give your written permission for us to do so. 
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� All organisations that provide debt management/debt advice and credit information services (including credit repair) are required under the Consumer Credit Act 1974 to be licensed by the Office of Fair Trading (OFT). In December 2001 (updated September 2008) we issued the Debt Management Guidance setting out the minimum standards expected of those agencies providing debt management and credit information services. A copy of the OFT’s Debt Management Guidance can be downloaded from the OFT’s website at: � HYPERLINK "http://www.oft.gov.uk/shared_oft/business_leaflets/credit_licences/oft366.pdf" ��www.oft.gov.uk/shared_oft/business_leaflets/credit_licences/oft366.pdf�








[image: image2.wmf]_1051427706.doc



