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1. Initial enquiries


We deal with enquiries made by telephone, post, email and online application forms. In some cases, these go no
further as we can deal with the queries or we can signpost issues we are unable to consider to other organisations
If an enquiry may turn in to an investigation it will be logged on our system and outstanding documents (e.g. IDRP
letters) are requested. We may also liaise with other organisations at this stage (e.g. TPAS or FOS)
Once we receive the required information, the application is complete and is passed for a jurisdiction decision.




2. Jurisdiction Test


We will then make a decision about whether can accept the complaint for investigation. In
some cases it may take further investigation before a jurisdiction decision can be made, and
the Respondent may be contacted for further information.
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Triage Process



All cases accepted for investigation are reviewed to determine how we should be dealing with them.
Cases are then allocated to individuals within Area 1 or Area 2. Allocation is based on giving cases to
the most suitable adjudicators.

Area 2 cases
Formal Response (FR) Process
Area 1 cases



Respondents and applicants are told that the case is accepted for investigation, and an FR requested
from the Respondent so they can give us further information and provide their submissions. A
Respondent will always be given a chance to give us their response, before we uphold a complaint.

3. Investigation – Area 1


3. Investigation - Area 2


Adjudicators in Area 1 receive cases that should be suitable for a quick
investigation and informal resolution. Once allocated, the adjudicators will
contact the parties to tell them that the complaint has been accepted for
investigation and explain the next steps.
The majority of Area 1 cases will require short information requests and
will be completed by the adjudicator. The small number of cases identified
as needing a lot of information will go through the FR process.
Cases can be closed by a telephone opinion, mediating a resolution, a
written opinion and sometimes a determination - which can now follow
either a written or telephone opinion. Adjudicators will look for the most
suitable route to resolve the complaint. The respondent may be asked to
consider certain issues, provide further information or take action, or
consider an offer of distress and inconvenience. This will only be done
where an adjudicator considers that an Ombudsman would reach the
same outcome.





3. Investigation - Area 3


Area 3 works through cases already accepted for
investigation to ensure we keep up with incoming complaints
and reduce the number of open investigations.





Area 2 receives cases that are likely to require a
more in-depth investigation - such as complex
cases, cases with a novel legal point or group
cases.
Most cases will close after a written opinion or
determination, however some may be resolved.
Very few cases will have a preliminary
determination issued by an Ombudsman.
It is likely these cases will require more
information and considered contact with parties
before an outcome is reached.

The Legal Team


Our legal team will assist adjudicators with cases which
have a particularly complex or legal issue which needs
addressing, to ensure we are directing ourselves correctly
in law.

