
 Oriel –  Customer Complaints Process

Complaint received

Complaint logged by Consultant

Complaint investigations start by the end of the following business day
Complaint escalated to either Collections 

Manager, Compliance Manager or Director, as 
determined solely by Team Leader

42 days from initial complaint to give final 
response but customer must be kept informed of 

progress

Findings and final resolution delivered to 
customer in writing within 42 calendar days of 
receipt of complaint. Letter to include enclosed 

Financial Ombudsman Service explanatory 
leaflet

Does the 
complaint require 

immediate 
escalation?NO YES

Was 
complaint resolved within 

3 working days 
of receipt?

NOYES

Action resolution and send Summary 
Resolution Communication to customer via 

email or letter to advise that they may escalate 
the matter to the Financial Ombudsman 
Service. Letter/email to include Financial 
Ombudsman Service explanatory leaflet

If you wish to complain about our 
services, please contact us in one 
of the following ways:-
By email to: 
complaints@orielcollections.co.uk
Or ask to speak to a Team Leader 
on: 01242 508639.
This flowchart shows you how you 
should expect us to handle your 
complaint.


