
Consumer Complaint Resolution Policy

STATEMENT OF POLICY

To establish a process for, prompt review, investigation and resolution of Consumer (which includes but is not limited to consumers, consumer’s representatives, or third parties associated with the consumer’s account) Complaints and provide written procedures for resolution of issues that may arise as a result of interaction with Consumers while performing the task of self-help repossession of collateral on behalf of Financial Institutions.

DEFINITIONS

Escalated Complaint is a written or unresolved verbal complaint involving consumer abuse, loss or damage, or issues of failure to comply with consumer law. Written complaints including those received via electronic mail or facsimile will be considered Escalated Complaints.

Verbal Complaint is a concern initiated by a Consumer that can be addressed and resolved promptly by employee at the time of interaction with the Consumer or consumer’s representative.

POLICY

To provide a mechanism for Consumers to express concerns and complaints with respect to services delivered for the benefit of Financial Institutions, as well as to plan for the appropriate resolution of such issues. Consumer complaints and concerns will be addressed in a thorough and timely manner and tracked in an effort to ensure follow-up as well as to identify significant trends and/or opportunities for improvement. While this policy covers management of various sources of complaints, it is primarily focused on resolution of consumer complaints.

Dedication to providing quality service to Financial Institutions and consumers requires an effective mechanism for resolving consumer complaints. The goal is to be responsive and foster open communication with Consumers at all levels within the organization with the objective of resolving complaints expediently through appropriate problem solving actions. Presentation of a complaint will not compromise a consumer’s lawful rights to property, nor subject the consumer to coercion, discrimination, or reprisal.

PROCEDURE

The employee who receives a consumer complaint shall make a verbal or written report to the Complaint Monitoring Manager. Every effort will be made at that time to resolve the consumer’s complaint quickly and effectively. If the complaint is resolved at that time, the complaint will be logged in the Complaint Audit Report, identified with an Internal Account Number (IAN), the file will be documented and the matter will be closed.

If further resolution is needed, a Consumer Complaint Form (Attachment I) will be completed by:

The Repossessor if the complaint is handled in the field.

The Complaint Monitoring Manager if the Repossessors calls it in.

The Complaint Monitoring Manger if the Debtor or a third party calls in to the office.

The Debtor or third party making a complaint if the complaint is escalated and the Consumer Complaint Response letter is sent out.

The Complaint Monitoring Manager is responsible for follow-up action and all appropriate documentation. 

Upon receipt of an Escalated Complaint (definition provided above), the Complaint Monitoring Manager should review and investigate the Escalated Complaint.

Upon completion of the review and investigation the Complaint Monitoring Manager should inform the Consumer of the results of the review and investigation as well as any corrective action to be taken.

The Complaint Monitoring Manager shall update the Complaint Audit Report, document the account file and the matter will be closed.

Escalated Complaints will be reviewed annually by management and staff as a part of the quality improvement process.

Attachment I

Consumer Complaint Form

(Please Print Clearly)
Date:




IAN #: ____________________________________

Name of Person Initiating Complaint ________________________________________

Phone # ___________________ 
Email Address _______________________________

Nature of Issue:        (  Safety Concerns
 (  Bodily Injury

Please check all that apply    (  Property Damage
 (  Property Missing




 (  Other  Please explain below
Give a detailed description of complaint.
Be as specific as possible.
_______________________________

________________________________

(Printed Name of Person Completing Form)




(Signature)
Please return completed form to the Consumer Monitoring Manager.
Attachment II

Initial Consumer Complaint Response

Name of party initiating complaint

Address of party initiating complaint

RE: IAN #

Dear (debtor) (third party representing debtor) or (third party associated with debtor’s account);

________(3rd party service provider)________ has received your communication regarding your concerns. The file associated with your concerns has been notated and an investigation into your communication will be conducted. Once we have completed the investigation, a final response will be provided.

Sincerely

(3rd Party Service Provider)

Complaint Monitoring Manager

(Your name)

	Complaint Number
	Date of Complaint
	Time of Contact
	Contact's Name
	Financial Institution Name
	Internal Account
Number
	Description of Complaint
SC - Safety, PD - Property Damage
BI - Bodily Injury, PM - Property Missing, O - Other
	Explanation of Other
	Agency Response
Type
	Agency Response
Date
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