[Date]
[Your name and address]
[Name and address of bank/building society]

Scam investigation [case number]

Dear Sir/Madam,

| have received a final letter from [bank/building society] on [date] about the investigation of a
recent scam, which happened on [date].

| am unhappy with the outcome as | have been refused reimbursement due to [insert bank/building
society’s reason and explain why you think it’s incorrect*].

To help resolve my case, | have included evidence [outline the evidence provided] that the
bank/building society should take into consideration when investigating my case.

If my complaint is upheld, | would like the bank/building society to reimburse me the funds lost as
quickly as possible.**

Please respond to this formal complaint within eight weeks. If | do not receive a response within this
timeframe, | will take my case to the Financial Ombudsman.

Yours faithfully,
[Name]

*Banks may reject a claim by arguing you could have done more to avoid being scammed — if you
have evidence to the contrary, as well as any documents to challenge this, you should send this. You
could also point out whether it’s unusual financial activity that the bank should have identified as
suspicious, as well as any issues investigating the scam.

**If the handling of your scam case has not been satisfactory (delays in investigating in the
scam/bad customer service), you could also ask for compensation.



