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FAQ: Motor Finance Complaints FAQ 
 

Q1: What are the temporary changes to motor finance complaint handling rules? 

A1: The Financial Conduct Authority (FCA) has extended the temporary pause on 

the requirement for motor finance firms to provide a final response to complaints 

about discretionary commission arrangements (DCA complaints) within eight weeks. 

This pause, initially set to end in September 2024, is now extended to 4 December 

2025. 

 

Q2: Why did the FCA extend the pause on DCA complaint handling? 

A2: The FCA extended the pause for several reasons: 

To allow sufficient time to complete their investigation into the past use of DCAs 

and determine the best way to provide redress to consumers who may have been 

overcharged. 

 

Delays in data collection from firms involved in the review. 

To consider the outcome of ongoing litigation, particularly the Barclays Partner 

Finance judicial review, which challenges the Financial Ombudsman's decision on a 

DCA complaint. 

 

Q3: I have a DCA complaint. What does the pause extension mean for me? 

A3: While the pause is in effect, you can still lodge a DCA complaint with your motor 

finance provider. However, the firm will not be required to provide a final response 

within the standard eight-week timeframe. It's crucial to understand that this pause 

does not prevent you from taking legal action against the firm. 

 

Q4: Will I still be able to refer my DCA complaint to the Financial Ombudsman? 

A4: Yes, the FCA has extended the time limit for referring DCA complaints to the 

Financial Ombudsman. The new deadline depends on when you received your final 

response from the firm. Refer to Table 1 in the source document for specific 

timeframes. 

 

Q5: How will I know if I have more time to refer my complaint to the Financial 

Ombudsman? 
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A5: If you received a final response to your DCA complaint between 12 July 2023 

and 29 January 2026, your firm must inform you in writing that the deadline for 

referring your complaint to the Financial Ombudsman has been extended. The FCA 

website will also be updated to reflect these changes. 

 

Q6: Why are firms required to keep records related to DCA complaints for a longer 

period? 

A6: Firms are required to retain records related to DCA complaints for an extended 

period to ensure that all necessary information is available for the FCA's review and 

any potential redress process. This ensures thoroughness and fairness in addressing 

consumer complaints. 

 

Q7: When will the FCA announce its next steps regarding DCA complaints? 

A7: The FCA plans to announce its next steps in May 2025. This announcement will 

likely include information about whether firms will return to the usual complaint 

handling process or if an alternative approach, such as a consumer redress scheme, 

will be implemented. 

 

Q8: Where can I find more information about my rights regarding motor finance 

DCA complaints? 

A8: For the most up-to-date information, visit the FCA's dedicated webpage for car 

finance complaints at fca.org.uk/carfinance.  
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Why Compliance Consultant? 
Our Services 

 

1. FCA Authorisation Application Support: Streamline VOPs and related processes. 

2. Tailored Compliance Advisory Services:  

 Risk Evaluation 

 Strategic Business Expansion 

 Rigorous Governance Analysis 

 Detailed File Audits 

 Wind Down Planning 

 Bespoke Technical Support 

 Focused Training Programs 

 Annual Reporting (RegData) 

 Oversight of Financial Promotions 

 Strategies for Vulnerable Persons & Consumer Duty 

3. Continuous Compliance Monitoring: Align with FCA’s vigilant oversight. 

4. Dynamic Regulatory Change Management: Stay at the forefront of compliance. 

5. In-Depth Compliance Training and Education: Build a culture of compliance. 

6. Proactive Risk Assessment & Management: Identify and curb regulatory risks, 

particularly in consumer credit activities. 

 

Why Choose Us? 
Our tailored solutions have helped numerous firms achieve regulatory excellence, 

ensuring they remain compliant while focusing on business growth. Clients have 

praised our fast response times, in-depth knowledge, and proactive support. 

 

Ask about our £9,999+ bonuses for new clients - Our Latest Offer 

 

Email: info@complianceconsultant.org  

Tel: 0800 689 0190 
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