Complaints about Unaffordable Lending
The flowchart below provides a high level summary of how existing and future unaffordable lending complaints
will be treated. We recommend that you also read the relevant sections of the Frequently Asked Questions on
the Scheme website
Complaints in respect of loans made after 17 December 2020

I have a complaint in respect of a loan made to
me after 17 December 2020

These loans are not part of the Scheme
and any complaints will be dealt with in line
with our normal complaints procedures

Complaints in respect of loans made between 6 April 2007 and 17 December 2020 (inclusive)
and submitted BEFORE 15 March 2021

You have upheld my complaint, but I have not been paid

You will be paid in full
outside of the Scheme
I have received a decision from FOS, but I have not received
a settlement offer from you within 2 weeks of that decision

You have written to me to say that you have received my
complaint, but I have not yet received a decision

I did not accept your original settlement offer and instead
referred my complaint to the FOS (and it has not been
determined by them)

Your claim will automatically
be registered in the Scheme

Only some of the loans in my complaint were upheld. Can I
make a complaint in respect of the loans that were not upheld

My complaint was previously rejected and I want to resubmit it
You will need to submit a
new claim in the Scheme
I do not agree with your decision. Can I complain to the FOS?
I have received a decision from the FOS but do not accept it
and want to appeal it

You have upheld my complaint and you have sent a cheque
to me, but I do not agree with your settlement offer

You will need to submit a
new claim in the Scheme by
the claims submission
deadline. If the cheque has
been banked, this amount
will be deducted from
compensation calculated in
the Scheme

Complaints in respect of loans made between 6 April 2007 and 17 December 2020 (inclusive)
and submitted AFTER 15 March 2021

This is my first complaint. What should I do now?

My complaint was previously rejected and I want to resubmit it

You will need to submit a
new claim in the Scheme

I have not yet submitted a complaint to you, but I intend to do
so

What if I miss the claims submission deadline?

Your claim will be rejected
and you will receive no
compensation. In addition
you will not benefit from any
reduction in the amount you
may still owe under any
other outstanding loans you
have with us. If you are a
guarantor you may still have
an obligation to make
payments under your
guarantee

