
Nov 30, 2009 Jul 1, 2011

Jan 1, 2010 Apr 1, 2010 Jul 1, 2010 Oct 1, 2010 Jan 1, 2011 Apr 1, 2011

30 Nov

LSB writes to ARs 

requesting self 

assessment and action 

plan and comments on 

proposed signposting 

requirements

End Feb – 10 

Approved 

Regulators submit 

action plans and 

self assessment  

on first-tier 

complaints 

handling 

01 April

LSB writes to 

Approved 

Regulators 

commenting on 

action plans

May 

LSB publishes 

decision document 

which includes 

guidance on first-tier 

complaints handling 

and signposting 

requirements 

Oct/Nov

Thematic review of 

first-tier complaints 

handling – compliance 

of regulatory 

arrangements and 

signposting 

requirements  

July - 11

Thematic review 

of first-tier 

complaints 

handling – 

qualitative 

effectiveness 

FTCH TIMELINE:

14 May 

LSB responds to 

stakeholder 

feedback on 

signposting 

requirement and 

notifies of final 

wording

 

 

 

  


