
  

 

 

 

Are you complaints compliant?  



     

 

Are you complaints compliant? 

The UK’s Financial Conduct Authority (FCA) set a deadline of 30th June 

2016 for financial institutions to have systems and processes in place 

to comply with their new regulations regarding the handling of 

complaints. 

Complaints handling is not a new concept, however regulation now 

enhances and formalises many aspects of managing customer 

complaints. Financial institutions must have a fully auditable 

complaints handling solution in place for anyone including retail 

customers, branches, agents, policyholders, TPA’s, coverholders, 

brokers, etc., to raise complaints and queries. 

With the FCA’s PS15/19 initiative for complaints handling it is now the 

responsibility of firms to ensure that they have systems and 

procedures in place to comply with the regulations in relation to 

enhanced service levels, new response guidelines and timely reporting 

of all complaints to their regulating bodies. 

 

 



     

Avoid complexity 

Eurobase Complaints Manager is an intuitive, web-based 
solution that can be accessed anywhere and at any time.   

The Eurobase Complaints Manager easily incorporates the 
templates and process management steps you need to 
achieve compliance. The processes and details required 
are clear to follow and vary depending on the type of 
complaint or query. 

This ensures you not only inform your regulator of all 
complaints raised but that your customer’s complaint is 
dealt with in a professional, timely and consistent manner, 
irrespective of their preferred method of communication 
with you. 

 

 

 

 



     

How do you benefit?  

You have the ability to easily export all the relevant data 
to ensure that you achieve compliance with FCA 
regulations and guidelines. The Eurobase Complaints 
Manager also gives you: 

 integrated service levels, with complaints response 

and resolution targets; 

 direct access for your customers and/or agents via 

the online portal; 

 integrated email pickup, linking to active complaints; 

 multiple complaints handlers can work 

simultaneously (agent collision detection); 

 definable groups and categories to help you manage 

your complaints; 

 advanced reporting to meet FCA/ESMA/Lloyds 

standards; 

 business rules updated in line with regulations; 



     

 notifications to inform your team members of 

specific actions to be taken; 

 notifications to inform you and your team of 

updates to your complaints;  

 configurable permissions to align to specific roles; 

 full integration capability to internal and external 

applications;  

 creation of standard response templates and 

automated processes; 

 confidential/anonymous secure data and workflows to 

aid in whistleblowing complaints operations 

Multi-channel input 

With Eurobase Complaints Manager, you can accept any 
source of communication to a single complaints handling 
system: 

        Phone          Email     Web app         Chat 

        Mobile app          Portal             Twitter            Facebook 



     

 

Full integration and easy to use 

You can have full integration from Eurobase Complaints 

Manager to: 

 your existing banking platforms and Policy Admin 

System (PAS) such as siena and synergy2 from 

Eurobase; 

 Master Data Management (MDM) including 

connection to systems like GoldenSource®, ATLAS and 

BARS; 

 Customer Relationship Management (CRM) tools.  

This integration allows you and your complaints team to 

automatically verify the validity of a request. Also, your 

customers have easy access via a number of sources. Web 

entries are in accordance with the guidelines and templates 

required by the FCA/ESMA and Lloyd’s. The pre-filled ‘drop-

down’ menus help you quickly process your complaints by 

providing consistency in the way complaints are captured.  

The system also validates locations and dates to help you 

progress complaints easily and intuitively.   



     

Access the information you need whenever you need it 
 

 

 

 

 

 

 

 

 

 

 

 

 

To find out more about the Eurobase Complaints Manager solution and how it can help you achieve compliance with the FCA and 

Lloyd’s, contact:  

Richard Ellis   Client Support Services Manager   +44 1245 496706   richard.ellis@eurobase.com 

mailto:richard.ellis@eurobase.com
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Established in 1988, Eurobase International has the experience and expertise to commit to its clients.  Listening 

effectively to both the market and customers to make informed decisions faster and adopt a personal and 

flexible approach in recognition of each unique customer. 

 

Eurobase International Group, Bury House, 31 Bury Street, London EC3A 5AG 

+44 (0) 20 7648 2490  info@eurobase.com www.eurobase.com 

Reliable. Mindful. Personal. 

http://www.eurobase.com/

