Take the pain out of
complaints handling

Be Audit-Ready with a Transparent,
End-to-End Complaint Management System

Industry
Challenges

in Complaints
Management

Regulated firms in

the financial services
sector face many
challenges when handling
complaints, including:

Lack of Real-Time Oversight
Without a centralised system, it’s
difficult to get real-time updates
on complaint volumes, resolution
statuses, and recurring themes,
which can limit a firm's ability to
respond quickly and make data-
driven improvements.

Root Cause Analysis is
Manual and Reactive
Identifying the true root causes

of complaints is often a slow and
manual process. This reactive
approach reduces the opportunity
for proactive remediation and
continuous improvement.
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Delays in Case Resolution
and Breach Risk

Manual tracking of deadlines
increases the risk of missing
time-bound obligations, leading
to potential regulatory breaches,
reputational damage, or
customer dissatisfaction.
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Growing Regulatory Pressure

Firms are under increasing scrutiny from
regulators like the FCA to handle complaints
consistently, fairly, and in line with strict
timeframes. Compliance with DISP (Dispute
Resolution: Complaints Sourcebook) and
related regulatory frameworks requires a
structured and auditable approach, where
manual systems often fall short.
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Complex and Fragmented Processes
Many organisations manage complaints
using spreadsheets, email threads, or
legacy systems, which can result in
inconsistent handling, data silos, and lack
of visibility. This fragmentation hinders the
ability to track root causes and implement
preventive actions.

Poor Audit Trails and Inconsistent
Documentation

In the absence of a formal complaints
management system, audit trails can be
incomplete or inconsistent, posing risks
during regulatory inspections or internal
reviews.
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Limited Scalability and Cross-
Functional Collaboration

As complaint volumes grow or regulatory
complexity increases, it becomes harder
for teams to manage cases efficiently or
collaborate across departments when using
inflexible or disconnected tools.

@ Ruleguard

Unlock the benefits of
Ruleguard’s Complaints
Management Solution

Comprehensive Complaint Lifecycle
Management

Ruleguard delivers a robust, end-to-end framework

to manage the entire complaint lifecycle, from initial
complaint captured, through to final resolution. Complaints
can be logged from multiple channels including email, web
forms, and in-person interactions. Once captured, cases
are automatically assigned, escalated, and tracked through
resolution, with built-in SLA monitoring and timely follow-
up alerts. Every step in the process is recorded, ensuring
full traceability and simplifying both internal reviews and
external regulatory reporting.

Enhanced Compliance with Reduced
Operational Risk

Built with regulatory compliance at its core, Ruleguard
helps firms stay fully aligned with FCA’s DISP
requirements and other applicable standards. Workflows
are pre-configured to reflect key regulatory milestones,
while automated alerts and integrated control checks
ensure that deadlines are met, and no critical actions
are missed. This reduces the risk of non-compliance
and creates a dependable, repeatable framework that
strengthens the firm’s overall risk posture.

User-Friendly Configuration and Continuous
Adaptability

Ruleguard helps teams to take full control of their
complaint processes without needing technical support.

Its no-code configuration enables users to easily tailor
workflows, update data fields, and adjust escalation

paths to match evolving regulatory expectations or

internal business needs. This flexibility not only shortens
deployment time and lowers IT dependency but also allows
firms to remain agile in a fast-changing regulatory world.

Insightful Reporting, Secure Collaboration,
and Scalable Integration

With built-in real-time dashboards and detailed Ml
reporting, Ruleguard provides clear visibility into
complaint trends, root causes, volumes, and resolution
efficiency. This transparency enables continuous
improvement and supports stronger governance.

The solution also fosters effective cross-functional
collaboration with secure, role-based access and
shared case management tools. Integrated seamlessly
with existing CRMs, email, and document platforms,
Ruleguard scales effortlessly from small teams to
enterprise-wide use, creating a connected, compliant
ecosystem for managing complaints.



Why Ruleguard?

Ruleguard’s Complaints Management Solution, offers many benefits
that can help enhance your firm’s complaints handling capabilities.

Full Lifecycle Automation with FCA-Aligned Workflows
Ruleguard’s Complaints Management Solution automates the
entire complaints process, aligning with FCA DISP requirements.
It eliminates manual steps, reduces errors, ensures compliance,
and provides a fully auditable system that simplifies oversight and

No-Code Configuration & Seamless Adaptability
Ruleguard lets business users configure workflows, forms, and
escalation rules without coding. This no-code flexibility speeds
up deployment, lowers costs, and allows continuous adaptation
to changing regulations and internal processes, without

regulatory reporting. requiring IT support.

Real-Time MI Dashboards & Risk Insights
Real-time dashboards and MI tools provide instant visibility

Secure Collaboration, Scalability & Ecosystem Integration
Ruleguard ensures secure collaboration with role-based access

into complaints metrics like volume, cause, and resolution controls and easy integration with CRMs, email, and document
times. Firms can identify risks, address root causes, improve systems. It scales effortlessly from small teams to enterprises,
governance, and enhance customer outcomes through delivering consistent, compliant complaint management across

actionable insights. all units.

Intuitive Experience with End-to-End Coverage

\/ Seamless Experience \/ Trusted by Leaders \/ Innovation-Driven \/ Support
Q Simplify complaints Q Preferred by top financial O Continuously evolving Q Benefit from dedicated
management with an intuitive, to meet industry and

firms for reliable complaints customer support and

end-to-end platform. management solutions. regulatory demands. training.

Boost satisfaction
and trust

Ruleguard’s Complaints Management Solution is a purpose-built platform
that enables financial firms to manage the entire lifecycle of complaints,
capturing, triaging, investigating, resolving, and reporting in a fully
automated, auditable, and compliant manner. Designed to align with FCA
DISP and other regulatory frameworks, the solution empowers business
users to configure workflows and controls without coding, ensuring rapid
adaptability to evolving rules and internal policies.

Clients benefit from enhanced operational efficiency, reduced regulatory
risk, and improved customer outcomes, all backed by real-time MI
dashboards, proactive SLA monitoring, and seamless integration with
existing systems. The result is a scalable, collaborative solution that
delivers measurable value through better compliance oversight, faster
resolution times, and clearer governance across the complaints process.

Book a discovery call —

Schedule a call with us to discover why banks, insurance companies, asset managers, and investment funds
trust us to efficiently manage their complaints management.
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