DEBT MANAGEMENT AND CREDIT INFORMATION SERVICES COMPLAINT FORM FOR USE BY ADVICE AGENCIES AND OTHER THIRD PARTY ORGANISATIONS
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In July 2001 we issued guidance on debt management practices that we viewed as unfair.  A copy of the OFT's Debt Management Guidance can be downloaded from the OFT's website at www.oft.gov.uk/shared_oft/business_leaflets/credit_licences/oft366.pdf

We would like your help in checking whether those licensed under the Consumer Credit Act are complying with the OFT’s Debt Management Guidance when providing debt management and/or credit information services.

We may want to contact you to obtain additional information. If you are happy for us to do so, please provide your contact details in box 1 below.
Please be assured that we will not disclose individual details of your client’s complaint without their permission, but if your client is willing to grant permission, there is a consent form for them to complete and sign at the end of this document. The permission slip and complaint form should be securely fastened and sent in together.
1. About yourself 

	Name

Organisation

Address

Contact telephone number                                     E-mail address

Preferred method of contact: Post/Telephone/Email

Time(s) of day when you would prefer to be contacted


2. Details of your client

	Name

Address:

Contact telephone number                                     E-mail address

Would your client like to be contacted by the OFT: Yes/ No

Preferred method of contact: Post/Telephone/Email

 Time(s) of day when client would prefer to be contacted


3. Details of debt management company (DMC) or credit information services company (CISC)
	Name of the trader about which the complaint is being made

Contact name(s) and position(s) of relevant staff members (if known)

Address




4.  Complaint Details – Credit Information Services
Please provide details about your complaint, including dates and times of any relevant events (if you run out of space, please attach additional sheets)

	a) How did your client find out about the CISC? 
b)  Please clarify the services offered by the CISC.   Was your client asked to pay an up-front fee?  If so, what action did the CISC actually take? What was the outcome?  Did the CISC advertise a refund if your client was not satisfied with the outcome?


	c) Did the CISC make it clear to your client that county court judgments can only be removed from credit files where the information is incorrectly recorded or the matter to which the information relates has been discharged?  Was your client persuaded/influenced to supply false information?



5. Complaint Details – Debt Management Companies/IVA Providers 
Please provide details about your complaint, including dates and times of any relevant events (if you run out of space, please attach additional sheets)

	a) How did your client find out about the DMC/IVA Provider?




	b) Was your client visited by an adviser? If so, please provide an indication of date(s) and time(s) of visit(s), name of visitor(s), what was said, if they were provided with any literature etc




	c) What services were offered by the DMC/IVA Provider? Please provide an indication of what your client was told about the range of debt remedies available to them, and the cost, duration and potential effect on their credit rating of each solution. Was your client asked to pay an up-front fee? Was your client told about the risks involved e.g. potential delay in first payment being made to creditors?




	d) What questions were asked about your client's financial position? How was their financial position verified?




	e) Was your client provided with a contract? Was s/he given time to read the contract? Did the contract contain details of cost, duration, how creditors would be dealt with, what they should expect from the DMC/IVA Provider, potential delay in first payment being made to creditors?




	f) Service provided:   Was your client regularly informed of developments in the case e.g. outcome of negotiations with creditors, statement of how money was disbursed, any changes in the payment plan? Were the client’s payments forwarded to the creditor within five working days?




	g) Did you or your client complain to the DMC/IVA Provider? Was the return of your paperwork requested? Was a refund requested? How did the trader respond?




	h)  Please feel free to provide any further information that you think the OFT may find useful:




It would be helpful if you could provide copies of any promotional material received by the client and/ or other documents received from or sent to the company in question. If a contract was provided by the company to the client, a copy of this would also be useful.  If your client paid to download electronic information relating to credit information services it would be helpful if this could be printed in hard copy and sent to the OFT.

Permission to disclose complaint

(to be filled in by your client, please send this form along with the main complaint form and ensure the two are securely fastened together)

Consumer Credit Act 1974 (the Act)

Complaint Against:
Advisor's Contact Details: 
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:  
………………………………………………………………………………..

Address (please print):  ……………………………………………………………………


…………………………………………………………………………………….


…………………………………………………………………………………….


…………………………………………………………………………………….


…………………………………………………………………………………….

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. 

Additional contact details

In the event of the OFT needing to contact you for further information, it would be helpful if you could provide the following contact details. Please note these further details will not be disclosed to the trader about whom the complaint is being made.

Telephone number: (home)……………………………(mobile)……………………….

Preferred time of contact by telephone: ……………………………………………….

E-mail address: ……………………………………………………………………………..

THANK YOU FOR COMPLETING THIS FORM

Please return the completed form as soon as possible to:

Enquiries Centre

Office of Fair Trading

FREEPOST

London

EC4B 4AH

or e-mail: enquiries@oft.gsi.gov.uk

If you have any problems in completing the form, or if you have or any other queries, please phone the OFT Enquiries Centre on 08457 22 44 99.
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