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1 FGL strives to provide a professional and efficient service, and aims, at all times, to comply with the 

standards set down by Statement of Insolvency Practise 1 issued by the Association of Business 
Recovery Professionals (“R3”).  As a consequence of this FGL take any complaints received very 
seriously.  FGL identifies a complaint as any situation where any stakeholder in any insolvency writes, in 
any format, or telephones, and states that they are unhappy with either our standard of work and/or the 
information we have provided previously.  The complaint can either be formal i.e. from Regulatory Body 
or informal.  

 
2 Once the complaint has been received it will be immediately passed to both the Complaints Officer and 

the Officeholder.  The Officeholder must also ensure that the other Insolvency Practitioners are informed 
of the nature of the complaint. 

 
3 Within 24 hours of the complaint being received, a copy of this complaints procedure must be sent to the 

Complainant, together with a letter acknowledging the complaint and setting out when a full response 
can be expected to be received. 

 
4 This will be the responsibility of the Complaints Officer to ensure this complaints procedure and a letter 

of acknowledgement are sent within 24 hours of a complaint being received.  The Complaints Officer is 
responsible for managing the process of dealing with the complaint assisted by the Team Supervisor and 
Case Administrator.  When dealing with complaints, it is FGL’s aim to remove the “emotion” from the 
process to ensure that the facts of the matter are fully investigated and considered. 

 
5 The complaint will immediately be logged into the Complaints Schedule maintained by FGL by the 

Complaints Officer.  This schedule will be updated throughout the process. 
 
6 The Complaints Officer, Officeholder, Team Supervisor and Case Administrator will hold a meeting as 

soon as practicable, to organise a strategy to investigate the complaint.  This will include a timetable of 
events and full strategy detailing what steps will be taken.  As a result of the strategy decided upon, it 
might be necessary for the Complaints Officer to review the file to fully understand the issue. 

 
7 It will be the responsibility of the Complaints Officer to ensure that a full response is drafted in response 

to the complaint.  This will have to be approved by the Officeholder and sent back to the Complainant.  
FGL aim to provide a full response to any complaint received within 28 days of the complaint first being 
received.  If FGL is unable to meet this target, the Complaints Officer will write to the Complainant setting 
out the reasons why this is unachievable and stating date by which a full response will be provided.  If 
the Complainant remains unsatisfied it will responsibility of the Complaints Officer to continue to manage 
the process with the aim of ensuring the Complainant’s concerns are fully addressed. 

 
8 If the Complainant continues to feel that the complaint raised has not been dealt with to their satisfaction 

they may complain to the regulatory body that licences the insolvency practitioner concerned.  Any such 
complaints should be addressed to The Insolvency Service, IP Complaints, 3rd Floor, 1 City Walk, Leeds, 
LS11 9DA.  Alternatively, submission can be made using an on-line form available at www.gov.uk/complain-
about-insolvency-practitioner; or an email can be sent to  insolvency.enquiryline@insolvency.gsi.gov.uk.  A 
phone line is available at 0300 678 0015 - calls are charged at up to 12p per minute from a land line, or for 
mobiles, between 3p and 45p per minute if calling from the UK. 

 
9 As Insolvency Practitioners, when carrying out all professional work relating to an insolvency 

appointment, Jeremy Charles Frost FABRP MIPA and Stephen Patrick Jens Wadsted are bound by the 
Insolvency Code of Ethics, a copy of which can be found at http://www.insolvency-
practitioners.org.uk/regulation-and-guidance/ethics-code  We are also bound by the regulations of our 
professional body, which can be found at http://www.ipa.co.uk/document/ipa-rule-book-pdf  
 

10 Where work is undertaken for an individual that does not involve a formal insolvency appointment, this 
work will be covered by FGL’s authorisation with the Financial Conduct Authority (“FCA”) under 
reference number: 643855.  The attached link to the FCA website describes how complaints should be 
dealt with in respect of firm’s authorised by the FCA.  
 

11 http://www.fca.org.uk/consumers/complaints-and-compensation/how-to-complain  
 

12 As with any complaints that may arise with regard to formal insolvency appointments, issues arising 
relating to work covered by FGL’s FCA authorisation should in the first instance be addressed the 
Compliance Officer where in the procedure discussed in points 3 to 7 will be followed.  If the complainant 
remains unsatisfied after this, s/he should write to the Financial Ombudsman Service at Exchange 
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House, London E14 9SR or by e-mail at complaint.info@financial-ombudsman.org.uk; telephone: 020 
7964 1000; fax: 020 7964 100.1    

 
13 In order to comply with the Provision of Services Regulations 2009, re displayed on our website at 

www.frostgroup.co.uk/about/policies-and-procedures This professional indemnity insurance provides 
worldwide coverage, excluding professional business carried out from an office in the United States of 
America or Canada, and any action for a claim bought in any court in the United States of America or 
Canada. 
 

14 FGL’s Complaints Officer’s contact details are shown below: 
 
Frost Group Limited 
Airport House 
Purley Way 
Croydon 
CR0 0XZ 
 
Telephone: 0845 260 0101 
 
Fax: 0208 915 1018 
 
E-mail: jeremyf@frostbr.co.uk  
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