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Template complaint letter – claims management company/law firm
PLEASE READ THIS GUIDANCE AND THEN DELETE THIS PAGE 
This is a template letter you can use to complain to a claims management company (CMC) or law firm if you’re unhappy with how they have handled your car finance claim. 
The Financial Conduct Authority (FCA) and other regulators have serious concerns about how some CMCs and law firms have handled car finance claims. Reports of poor practice include: 
· Unwanted texts or emails. 
· Consumers being misled by adverts or signed up without their knowledge or consent - for example, by clicking a 'free compensation checker' on social media.  
· Firms making it difficult for consumers to exit agreements where they have been misled into signing up, aggressively pursuing fees, charging unfair exit fees, or making exaggerated claims for work already done.  
· Firms failing to keep clients updated, explain their options fully, or make clear that consumers can take a complaint to the relevant Ombudsman for free. 
Find out what you can expect if you use a CMC regulated by the FCA or a law firm regulated by the Solicitors Regulation Authority. 
How to complain 
· If you’re unhappy with how a CMC or law firm has handled your case, you should complain directly to the firm.
· If you think you have been signed up without consent, misled or treated unfairly, you can ask to exit your contract for free and may also be owed compensation by the CMC or law firm. Charges may not be appropriate if CMCs and law firms have not complied with the law in how they have handled your case and your data. 
· If you're unhappy with the firm's response, you can take your complaint to the relevant independent Ombudsman. If the firm is regulated by the FCA, go to the Claims Management Ombudsman. If it is regulated by the Solicitors Regulation Authority, go to the Legal Ombudsman. They can consider your case for free, including whether the fee you are being charged is reasonable and whether you are owed compensation for unfair treatment. 

Using this template 
Add your details and update the letter to reflect your circumstances. 
You should:
· Amend the text in blue brackets to reflect your circumstances. Feel free to add more information. Change the text to black once you’re done.  
· Delete the guidance text in red once you’ve updated the letter. 
 

[Your full name]
[Your address]
[Postcode]
[Email address]
[Telephone number]
[Date]

[Name of claims management company or law firm]
[Address]
[Postcode]
Formal complaint 
To whom it may concern,
I am writing to make a formal complaint against [name of firm]. My complaint is that you:
· [Briefly explain what went wrong or wasn’t done properly. Select from the following, add any of your own and delete the others:] [signed me up without my consent, did not give me all the necessary information before I signed up, signed me up without confirming if I was already represented, are charging an unreasonable cancellation fee not proportionate to the work carried out].
· [Refer to any documents, calls, or emails that support your complaint.] 
· [You can also ask the firm to provide evidence, for example, that you consented to signing up, if you don't agree that you did.]
To resolve this complaint, I would like you to explain what went wrong and what you will do about it. [If you have been signed up without consent, misled or treated unfairly and wish to cancel] [This should include cancelling the contract free of charge and paying compensation where appropriate.] [If you signed up but now wish to cancel and feel the cancellation fee being charged is unreasonable] [This should include reducing the fee to end my contract to a reasonable amount that reflects the work carried out.] [If you wish to continue using their services] [This should include reducing fees and paying compensation where appropriate].
Please treat this as a formal complaint and send me your written response in line with your complaints procedure. If I do not receive a satisfactory response within 8 weeks, I may consider taking the complaint to the appropriate Ombudsman.
I look forward to hearing from you. 
Yours sincerely,
[Your signature if sending by post]
[Your full name]

