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Welcome!

This is the complete guide to the FSCS Claims Service for
professional representatives.

We're here to give you all the information you'll need on
how to use our Claims Service.

FSCS deals with compensation claims when financial firms
go out of business. We're an impartial, free service that was
set up by Parliament to protect customers. If customers lose
money, we'll compensate them where our rules allow.

It is our mission to provide a trusted compensation service
for customers, which raises public confidence in the financial
services industry. So we've focused a lot of our efforts on
making our service more efficient and easier to use for
customers, by moving our claims handling services online.

Fscs

Financial Services
Compensation Scheme

f Financial Services (Q) Mycaim () Contactus
SC Compensation Scheme Q < v %

Makinga claim  Whatwe cover  Check your money'ssafe  Forindustry ~ News  Aboutus

Log in to your claim

* Required fields

Email address *
If you're a commercial organisation

and you've not worked with FSCS

Password * before, you'll need to register with us
first.

REGISTER

Forgotten Password

LOGIN

Check your eligibility for a new claim
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Working
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ers looking to make claims with us, it's i
hat's why our Claims Service was bui
ou expect and improve the experie

to FSCS that we
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The key benefits

We're making the claims process simpler and more efficient, giving our customers the best

experience possible.

1. Time

Our digital processes
make it much quicker
and easier for you to
send us claims.
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2. Tracking

We're sharing the
information we
hold about a claim'’s
progress with

you; you can view
and extract claim
details and updates
whenever you want

3. Claim
Management

You'll manage your
claims from your
own dashboard
and you'll be able
to send us extra
documentation

online at any stage.

(S

4, Communication

Our communications
will be clear and
open about what's
going on with your
claims and why.

=

5. Paperless

We're significantly
reducing our paper
consumption, so
we can work more
efficiently.




“| strongly believe the effort FSCS are
making with the representative market
will vastly improve efficiencies, service
delivery and customer satisfaction at
every level.”

Representative firm
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Getting started

Getting access to our Claims Service takes three simple
steps: | A - @) mycam  (T) contactus

Check your money’s safe

Log in to your claim
* Required fields

1. Registration

Email address *
If you're a commercial organisation

1 1 and you've not worked with FSCS
2 ° ACCO u nt a Ctlvatl on Password * before, you'll need to register with us

first.

3. Login ——

Check your eligibility.for a new claim.

You'll only ever have to register and activate your account
, . About this site  Helpful links Get in touch
once. You'll then log in whenever you want to use our

Compensation limits. Info for Professional

service. . . . f @ in

Registered as a Limited Company in England and Wales No 3943048
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Registration

Click here to register

You'll first need to register your company details with us, using either

your authorisation number from the Financial Conduct Authority (FCA) or
registration number from the Solicitors Regulation Authority (SRA). If your
company isn't regulated by either of these, please contact us as we'll need to
provide you with a registration number.

« You'll also need to select a dedicated ‘Admin’ from your company and
provide us with their details. While you'll need at least one Admin at all times,
you can have up to three for your firm. Admin accounts will have control
over everyone’s access in your company and see all your claims. You can also
have up to ten ‘Agents’ per firm who are regular users.

« Once your registration is complete, we'll send an email to your Admin’s
address with the activation link. We'll also post your secure PIN (Personal
Identification Number) when we've completed our necessary authority
checks. For security reasons, we'll post it to your firm's registered business
address - it should take about a week to arrive.

* Your PIN is a reference code specific to you. You'll only need to enter this
once when you activate your account, after which you'll be able to login with
your email and password.

« Once your Admin has the activation link from their email and you've
received your PIN through the post, you'll be able to activate your account.
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Making a claim  What we cover

. o i =~
Search Q (&) Mydlaim \Q,/] Contact us,

Check your money's safe  Forindustry ~ News  Aboutus

Create your commercial account

Al fields marked with a * are required.

This page is for commercial organisations only. If you're

an individual making a cleir or you're a friend or family

member managing the claim on behalf of an individual, go to our Check you can claim page and follow the

instrustions.

Organisation details

Registration number *

Your registration number must exactly match what appears

Administrator account
registration details

You must provide contact details for someone
‘who will be authorised to act as an administrator
far your organisation.

Once the registration process is complete, this
person will act as a super user, getting access 0
an online console that lets them create and

manage FSCS online accounts for other staff in
your organisation.

Title *
Please Sel...
First name *
Middle name(s)
Surname *

Main contact number *

Alternative contact number

Email address

Confirm email address *

Password *

Confirm password *

Password rules:

Security question *

This helps us verify your identity.
Please Select

Security answer *



https://claims.fscs.org.uk/Account/TermsAndConditions?returnUrl=%2FAccount%2FCMCRegistration%2F

Account Activation

To activate your account you'll need to enter the Admin’s email address and
password, created when you first registered your account, along with the PIN
we sent you in the post

Log in to your claim

Once you've activated your account you'll automatically be logged , ,
Y Y Y Y 55 * Required fields

in to the Claims Service for the first time. Now you'll be able to:

¢ Submit new claims Email address *
« View historic ones

+ Add new users (up to three Admins and ten Agents per firm).
Password *

Login

Forgotten Password?

Check your eligibility for a new claim.

Every time you log on to the service after your account’s been activated,
you'll just need to enter your registered email address and password.
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Getting around o

My Claims User Administration My Account Help Service Status

Once you've logged in to the Online Claims Service you'll find four main (© Welcome to the FSCS Claim Service

From here you can start or complete a claim, upload documents, see a summary of your claims, and check their progress.

navigation options (for Admin users there will be five), allowing you to do a
number of things.

If cost of living increases have harmed you significantly since you submitted your claim, let us know and we'll see how we can help.

. Welcome Miss Business Address CRIMINAL DEFENCE
1. My Claims SOLICITORS LIMITED

* Make a new claim or run an advanced search on existing ones. CRIMINAL DEFENCE SOLICITORS LIMITED

SEARCH

Customer Name (OR) FSCS Reference Number m

+ View status information on all your claims.

+ Upload further documents for in-progress claims.
+ Export claims as an Excel CSV file containing complete information on
your customers’ claims
2. User Administration (Admin only)
+ View, change, add or remove other users from your firm’'s account

* Reset user passwords or resend account activation links

3. My Account
* Manage your account login details
* Manage your rights regarding how FSCS holds your data

+ View our privacy policy and our terms of engagement for
representatives working with us

SCS Financial Services
Compensation Scheme




Getting around

4. Help

Links to guidance written to help individuals making
online claims, but the information may also be useful for
representatives.

5. Service Status

A status page providing you with updates on how systems
associated with the Claims Service are operating. Any
interruptions to our service or planned maintenance will be
updated here.

SC Financial Services
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Makinga claim v Whatwecover v Checkyour moneyssafe w  Forindustry w  News w  Aboutus w

s process > Making a claim online

Making a claim online

We aim to make claiming online simple and straightforward. Below you'll find the steps to making a claim, the documents each type of claim needs, and some
templates to help you get the documents you need from your provider(s).

Steps to making a claim

Check if you can claim Create your online Complete your
account application

First, you'll enter some basic details of your
claim and we'll tell you straight away if you

With your online account, you'll be able to Finally, you'l answer questions about why
are eligible to claim.

submit your claim and check its progress you're claiming, upload your supporting
documentation and sign your claim
electronically before submitting it.

It takes between 1 - 2 hours to complete an online application. You can save your progress and return at any point.

Get your supporting documents ready

We need quite a bit of information to investigate your claim. You'l find it easier to submit your claim if you gather these items first as you'll be asked to upload
them when you submit your claim

Below you'll find what each of the different types of claim needs for s to process it. In some sections, investment claims, for example, different types of claim
need different dacuments. If your type of claim isn't in the bullet-pointed list, scroll down to see further types.

% | WirFscs Caim Ontine
LaiusPage

F WyRCsDer f Presod @ SITSBEL UPORAO eoet D €3 Depostseposits .. ) SiebelUporade-Te..  CJ Progress teport N B bl I - Deposis & Mpssibepriat. &
p
(

o)
2) Logg

Searc a (&)

MycClaims  User Administration My Account  Help  Service Status

Service Status

This is the FSCS claim service status page, where you can get updates on how our systems are operating. If there are any interruptions
to our service or planned maintenance , we will update you here,

0 All systems are operational

Customer Service Team @ service Operational

Qur main phone channel for claim queries

Email @ service Operational

Sending and receiving claim correspondence via the online claim service

ID Validation @ service operational

Customer identity Verification within our claim process

FSCS Website @ service Operational
FSCS website link - https:#/www.fscs.org.uk/

Digital Signature @ service Operational

The use of docusign on our application form
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My claims

Welcome to the FSCS Claim Service

A. After every login you'll be taken to your ‘My Claims’ page. From
this page you can:

From here you can start or complete a claim, upload documents, see a summary of your claims, and check their progress.

If cost of living increases have harmed you significantly since you submitted your claim, let us know and we'll see how we can help.

Welcome Miss Business Address CRIMINAL DEFENCE

B. Start a new claim SOLICITORS LIMITED

CRIMINAL DEFENCE SOLICITORS LIMITED

C.
D.

Fsc

Search for claims by customer name or FSCS reference number
Search for claims using Advanced Search filters
View your historic and current claim

Export claims as an Excel CSV file

My claims

&) Export Csv + NEW CLAIM

ESCS reference & Customer name + Claim status & Laststatusupdate &

™ PB22-QHN7 Mr test123 test123 Application incomplete 02/08/2023 11:58

Customer: Mr test123 test123
FSCS Ref: PB22-QHN7

® D O
) O

APPLICATION IN PROGRESS ctosep

Firm: 1 Stop Financial Services INCOMPLETE

Product: Pensions

Policy Date: 06/02/2018
Last Status Update: 02/08/2023 11:58

Application incomplete

You're still in the process of completing your application
Submitted Date: NA

CCONTINUE CLAIM

2-QG22 No application received 02/05/2023 07:48

> PB22-QHNL Mr test123 test123 Submitted 28/07/2023 14:28

> PB22-QHNF Mr test test Firm investigation

underway

27/07/2023 16:15

> PB22-QHLM Mr test test123 Submitted 25/07/2023 22:48

> PB22-QHLG Mr teew etewt Submitted 25/07/2023 22:30

> PB22-QHLF Mr test test1 Submitted 24/07/2023 16:35
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SEARCH

Customer Name

ADVANCED SEARCH

Status

Product Type

Firm name

Q_ Search by Firm name or 6-digit FSA/FCA Firm Reference Number (FRN

Date Claim Created

Date Claim Submitted

My Claims

Customer Name

ADVANCED SEARCH

Status

O Application incomplete
[ Application rejected

[[] ciaim in progress

D Consulting another team
D Payment generated

D Claim rejected

[ Payment sent

Product Type

Firm name

Date Claim Created

Date Claim Submitted

(OR)  FSCS Reference Numbe:

User Administration My Account

(OR)  PB22-QHNL

D Application cancelled
[] No application received
[ Reviewing evidence
D Completing calculation
D Assessment complete
D No evidence received

] nactive

CA Firm Reference Number (FRN)

SEARCH

Help  Service Status

D Submitted

[ Firm investigation underway
[[] evidence required

[T] under review

D Claim complete

[C] Processing payment

struction of




Searching for claims

Welcome to the FSCS Claim Service

YOU Can SearCh for your C|a|mS In Several WayS, dependlng On the ﬂlter you 1 From here you can start or complete a claim, upload documents, see a summary of your claims, and check their progress.

If cost of living increases have harmed you significantly since you submitted your claim, let us know and we'll see how we can help.

want to apply.
Welcome Miss Business Address CRIMINAL DEFENCE
SOLICITORS LIMITED

Slngle SpeCIfIC Clalms CRIMINAL DEFENCE SOLICITORS LIMITED e
You can enter the customer’s name or our FSCS reference number in the o R

main search boxes. The results will appear near the bottom of the page. (OR)  Focs Reference e G
You'll be able to click on any claim to expand its view and give you further R

claim details. Any active claims will have associated available actions or
buttons to click on, but closed claims will not:

Status

Product Type

Firm name

Q, Search by Firm name or 6-digit FSA/FCA Firm Reference Number (FRN)
Date Claim Created

A. Customer name

Date Claim Submitted

B. FSCS reference number =
C. Search

D. Claim Overview

E. Check claim details - view full claim summary and download a PDF - My claims & Export Csv

F. Upload any additional documents to support the claim R s—

v PB22-QHNL Mr test123 test123 Submitted 28/07/2023 14:28

Customer: Mr test123 test123
FSCS Ref: PB22-QHNL

@ C O
SUBMITTED IN PROGRESS CLOSED
Firm: 1 Stop Financial Services
Product: Pensions
Policy Date: 06/02/2018 Submitted
Last Status Update: 28/07/2023 14:28
Submitted Date: 28/07/2023 14:28

We have received your claim.

How long your claim takes will depend on its type and complexity, and how
quickly third parties respond to our information requests. We'll keep you updated
as it progresses. See how long it's currently taking us to complete claims.

UPLOAD ADDITIONAL
DOCUMENTS CHECK MY CLAIM DETAILS

& Closed roa(

SC Financial Services
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Searching for claims

Advanced claim search
If you want to search by product type or date range for example, you can
use the Advanced Search filter function. Any results will appear near the

bottom of the page. You can search by: Welcome Miss Business Address CRIMINAL DEFENCE
SOLICITORS LIMITED

Welcome to the FSCS Claim Service
From here you can start or complete a claim, upload documents, see a summary of your claims, and check their progress.

If cost of living increases have harmed you significantly since you submitted your claim, let us know and we'll see how we can help.

CRIMINAL DEFENCE SOLICITORS LIMITED

A. Claim status

Customer Name (OR)  FSCS Reference Number SEARCH

ADVANCED SEARCH

B. Product type

C. Firm name

Status

D. Date claim created

Firm name

Product Type

Q,  Search by Firm name or 6-digit FSA/FCA Firm Reference Number (FRN)

E. Date claim submitted G e

Date Claim Submitted

SEARCH

Once you've got your result(s) you can click to expand the summary of your
claim to view their status, delve deeper into the details or upload additional
documents. Closed claims will only show the status and won't have any
actions or the ability to click through for further details.

Selecting “Export CSV” will create an Excel CSV file based on the generated
results. An Excel CSV file is just a simple format for storing all your exported
results in an Excel spreadsheet. If you want to export everything, don’t apply
any search filters.

SC Financial Services
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Claim statuses

For any of your customer’s claims, you'll be able to see what stage they have
reached in our claims process.

While claims typically follow a linear process, your customer’s claim will not
always go through every status.

Depending on the nature of a claim, it's also possible that it can jump back to
an earlier status. You can find all the possible claim statuses detailed on our
website.

Statuses are refreshed on an hourly basis between 8:00am and 8:00pm,
Monday to Friday. So if you are looking at your customer’s claims outside of
those times, their claim status will appear as it was at 8:00pm on the most
recent weekday evening.

SCS Financial Services
Compensation Scheme


https://www.fscs.org.uk/making-a-claim/claims-process/claim-status/
https://www.fscs.org.uk/making-a-claim/claims-process/claim-status/
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Check if you can claim —
FSCs momamseen a (2 wdem () conserss

Makingaclaim ~ Whatwe cover  Check your money'ssafe  Forindustry ~ News  Aboutus

Check if you can claim

This first step confirms whether the claim you want to
make is eligible under the rules FSCS has to follow.

Check if you're eligible to claim against the firm that gave you advice to choose a product or policy.

Al fields are required.

Firm name or FRN (firm reference number) *

Enter the firm's name or six-digit FRN, Each firm has a unique FRN - you can search the FCA's register to find it

We'll ask you some basic information about the firm you want
to claim against, the product or policy involved and the key PecifelFA Limied (Rn420522)

dates. We can then tell you whether you have an eligible claim Choose aproduct o polcy to make aclaim for ¢

to make against the firm. Please note this will only confirm if s e e e
you're eligible to make a claim for your customer. It doesn’t Choose an option

guarantee the outcome of their claim or whether they'll receive O vesments O Structured deposi

any compensation.

Back to t /;\\
ac oop\\_j

About this site  Helpful links Get in touch

About us Firms list Accessibilitv helo Contact us

Makingaclaim  Whatwecover ~ Check your money'ssafe  Forindustry ~ News  About us

All fields are required.
Firm name or FRN (firm reference number) *
Pensions can search the FCA's register to find it.
Investments
Payment protection insurance (PPI)
Mortgages
k your provider

Insurance

Please Select..

About this site  Helpful links Get in touch

About us Firms list Accessibility help Contact us
Compensation limits Info for Professional Cookies information

Find firms Representatives Data protection statement f L J @ in
How we work Media centre Terms and conditions

Protection checker Supplying FSCS Privacy policy

Brexit

Registered as a Limited Company in England and Wales No 3943048
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The application questions

My Claims ~ User Administration My Account  Help  Service Status

If you're told ‘You can apply for compensation’ you're ready to
start your customer’s claim application. PB22-QHUV

1 Stop Financial Services

Product: Advice date: Policy date:

We'll first ask for your customer’s details, so we know who e
you're making the claim for before you start. If more than one

customer is making the claim, please include their details here Pomenasats Spering
too.

I have been a victim of fraud or theft

All fields marked with a * are required.

You'll also have the chance to tell us whether there's anything

Please describe (in your own words) why you are making this claim *

else we should know about your customer that may impact
how we deal with their claim. For example, a sudden change in e

their circumstances, ill health or how we need to communicate
with them.

The main application section is specific to your customer’s
claim. We'll only ask you for the information we need rather
than anything that isn't essential. Where possible we'll ask
multiple-choice questions, but we'll also need you to answer
some things in your customer’'s own words to provide added
detail.

Saving your progress

What else should we know about the claimant/s?

You can save your progress and return to your claim at any
time when completing the online application. You'll also be
able to go back to earlier questions if needed.

S ORI AT,
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Supporting documents
including Proof of identity

In most cases, we'll be able to verify your customer’s identity
from the information you've entered in the application. If we
can't though, we might ask you for two forms of ID - one which
proves their identity, and another which proves their address.

For proof of identity and other supporting documents we ask for,
you'll see a button beside each listed document we need, which
allows you to select a file from your computer and upload it.

Each document you upload should match the label as it will
appear on our system as that specific item. For example, don't
upload a copy of a customer’s share transaction history against
where we have asked for a copy of promotional material from
the firm. This may delay us starting to investigate the claim.

As well as providing us with the documents we ask for, you also
have the chance to provide any further documents you feel are
valuable or relevant to your customer’s claim.

Our system won't allow you to submit your claim until you've
uploaded all the mandatory documents we've asked for.

SC Financial Services
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MyCiaims  User Administation

PB22-QHN7

1 Stop Financial Services
P

Braduct

Pamsiors 930172010 osr20ts
T Supparting i e
m - i

Al eias marked with 2 are reguired.

Proof of identity and supporting documents

cuments that support your claim yourl find ful

fle size you can send is 20MB and we accept: [pg. {peg. i, png. doc, doc, s, XSx. .ppL ppLe par. it msg

Proof of identity and address

ding i

Upload Documents for Mr test123 test123
pease s tion

select and upkoad one document for this sec
Proaf of identity

Proof of address

Supporting documents
support you o st p
sk for s optonal, oo

Mandatory documents

Optional decuments

=3 cancetarrucaron [T Ll conmue

Backtotop (A

About this site  Helpful links Get in touch
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Claim summary

B . . . PB22-QHN7
Once you've answered all the questions on the application 1 Stop Financial services

form, you'll have a chance to review all the details you've e iy e

provided in the application as well as confirming the [ v v vy = w—

documents you've uploaded. If you need to make any (e
Claim summary

changes, it's important you do it here.

The claim summary acts as a record of everything you've told
us and documents you have uploaded.

Policy date

061022018

Representative name
CRIIMAL_DEFENCF SO1 ICITORS [IMITFNY

Representative reference
test123

Claimant details - Mr test123 test123

Is this Claimant deceased?

INDIVIDUAL RIGHTS.

What else should we know about the claimant/s?

Does the claimant/s have any persanal circumstances that might impact the way we provide our service to them?
No

Claim details cHANGE

General information cHance

cnance

Supporting documents cHanGe

Download claim summary

SC Financial Services
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Signing the claim

Once you've checked all the details of your customer’s application in their -
claim summary, you're now ready to send it to your customer to sign. You
can do this in one of two ways:

Claim details cranee

General information chanGe

Digitally via DocuSign - press the ‘Email document to customer’ button, and

Supporting documents cHanGe

a digital version of the claim summary will be emailed to the customer for .

signing to the email address you've provided for them in their application.
You won't be able to edit the claim application until your customer has either
signed or rejected signing the claim summary within DocuSign. You'll receive
an email from DocuSign confirming when your customer has done this.

Sign using digital signature (fastest)

For digital signatures, the form must be signed by the customer themselves. Signing on the customer's behalf may amount to
frai

If you have entered the customer’s email address in error and it's invalid,
we'll notify you via email. You'll have the chance to correct their email
address in the application, press the “Email document to customer” button
again and send to the customer again for signing. |

ng wet signature
Note: The claim summary MUST be signed by the customer themselves
at their own email address. If you have entered a representative’s email ,
address, please change it to the customer’s address as signing on the :
customer’s behalf may amount to fraud.
Manually - send the claim summary to the customer so they can manually
sign it and return it to you. You can then scan and upload their signed claim
summary.

About this site  Helpful links Get in touch

I f®@in
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Submitting your customer’s claim

Once your customer has either digitally signed the claim summary via | A ——

DocusSign or you've uploaded a scanned copy of the claim summary ‘ B

WhICh theylve manua”y Slgned’ you,re ready to SmeIt your CUStomer,S If your customer wants to sign digitally, the claim form must be sent directly to their email address. If you entered your email
C | a | m to us. address, please go back and enter the customer's email address

By pressing the button, Docusign will email a digital version of the claim summary to the customer for signing. You'l get a
notification once the document has been actioned

fraud.

Note: Ask your customer to look out for an email from either dse@docusign.net or dse@eumail.docusign.net. It could also end

At the bottom of the page you'll see a button that says ‘Submit’. When Up it sparma ol

you press this we'll ask you to confirm that you want to continue with

submitting your claim. You'll then receive confirmation on screen that Sign using wet signature

your claim has successfully been submitted. Yo R G e o sy Sgred g andien e Toco s

1. Download the claim summary from the ‘summary’ section above
2. Send the claim summary to your customer (email or post)
3. Get them to sign and send the document back to you (scanned or via post)

Re-upload the completed claim summary using the button below

Upload signed document UPLOAD

w CANCEL APPLICATION m

SC Financial Services
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Uploading more documents

After you've submitted your customer’s claim, there’s still a chance for youto
upload documents should we ask you to send us more information or if your |

&) Export CSV + NEW CLAIM

ast status update &

Vv PB22-QHNL Mr test123 test123 Submitted 28/07/2023 14:28

_ _ My claims
customer has further documents to support their claim. )
You can do this on your ‘My Claims’ page by expanding the specific claim Customer: Mr test123 e5t123
FSCS Ref: PB22-QHNL
you want to upload documents to, and then clicking the button ‘Upload Firm: 1 op Financil senvices

Product: Pensions

additional documents'.

Policy Date: 06/02/2018

Last Status Update: 28/07/2023 14:28
Submitted Date: 28/07/2023 14:28

Claim correspondence

UPLOAD ADDITIONAL
DOCUMENTS

When we write to any third parties
seeking information on your customer’s
claim and when we issue our decision
letter, we'll make all these letters visible
on the customer’s claim.

You'll find them under the “Claim N A
documents and correspondence history”
section of the “Claim Summary” tab of
their application.

Advice given

General information
Payment details
Supporting documents

Claim documents and correspondence history

Download claim summary

This document is a summary of the information you gave FSCS in your application.

You'll need to get your customer(s) to sign this summary before we can consider your claim.
SC Financial Services
Compensation Scheme
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SUBMITTED IN PROGRESS CLOSED

Submitted
We have received your claim.
How long your claim takes will depend on its type and complexity, and how

quickly third parties respond to our information requests. We'll keep you updated
as it progresses. See how long it's currently taking us to complete claims.

'CHECK MY CLAIM DETAILS
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Getting in touch

If you experience any problems with our Claims Service or

have any questions, we're here to help. We should be able

to sort out most issues over the phone so call us first.

If you have a specific out-of-hours query about a

customer’s claim that can’t be answered using our Claims
Service, use the Contact Us form on our main FSCS website. Your

query will then go straight through to the right team and can be
dealt with quickly.

We also have a hub of information for professional representatives
on our website, where you can also sign up to receive our regular
representative newsletter for all the latest updates.



https://www.fscs.org.uk/contact-us/
https://www.fscs.org.uk/professional-representatives/
https://www.fscs.org.uk/professional-representatives/

