1. DETAILS OF COMPLAINT/CUSTOMER/MISCONDUCT

	Source of misconduct
	Choose an item.	Click here to enter text.
	Complaint Unique Identifier 
(if the source is customer complaint)
	Click here to enter text.
	Date that complaint was received by Financial Institution (FI) /
Date of discovery of misconduct
	Click here to enter a date.
	Date that misconduct was escalated to investigating party
	Click here to enter a date.
	No. of customers involved
	Click here to enter text.


DETAILS OF CUSTOMER[footnoteRef:2]
FIs to input the following details of each customer involved in the misconduct report, where applicable, based on information communicated by the customer/complainant when lodging the complaint.
Click + to add more customers.



COMPLAINANT DETAILS
	Complainant details (only required if complainant is not the customer)

	Name (as in NRIC)
	Click here to enter text.

	Relationship with customer
	Click here to enter text.

	Remarks
	Click here to enter text.



CONTRAVENTION OF REGULATORY REQUIREMENTS
FIs to input each regulatory requirement that have not been complied with.
Click + to add more rows.

	[bookmark: _Hlk71014238]Act / Regulation / Notice / Guidelines
	Act / Regulation / Notice / Guidelines (if Others is chosen)
	Specific provision breached
(Enter the specific section, sub-section, paragraph and/or sub-paragraph)
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DETAILS OF REPRESENTATIVE
[bookmark: _Hlk71012373]FIs to input the following details of each representative involved in the misconduct report, including details of supervisors who are also appointed representatives, as at the point of sale.
Click + to add more representatives.

Representative 
Representative number	Click here to enter text.
Name (as in NRIC) [only required if representative number is not available]	Click here to enter text.
Appointment status	Choose an item.		Click here to enter a date.
Designation of representative (at point of sale)	Click here to enter text.
Representative number of supervisor	(at point of sale, if applicable)	Click here to enter text.
Name (as in NRIC) of supervisor (at point of sale) [only required if representative number is not available]	Click here to enter text.


REPRESENTATIVE DISCIPLINARY HISTORY
Disciplinary history of representative(s) with the FI (if applicable)
Click + to add more rows.

	Representative number
	Representative name [only required if representative number is not available]
	Date of disciplinary action
	Brief details of complaint / offence committed
	Brief description of investigation outcome
	Disciplinary action taken
	Was misconduct report filed with MAS?





DETAILS OF PRODUCT IN DISPUTE[footnoteRef:3]
Click + to add more products

Product details	(Note: FIs to provide the following details of each investment product that is the subject matter of the investigation.)
Transaction ID	Click here to enter text.
Date of purchase / alleged offence	Click here to enter a date.
Manner in which customer was prospected	Choose an item.	Click here to enter text.
Name of product	Click here to enter text.	
Product type	 Choose an item.	Click here to enter text.
(Note: FIs are to complete information on “policy term”, “premium term” and “premium amount” when the product in question is a life policy .)
Policy term	Click here to enter text.
Premium term	Click here to enter text.
Premium amount (SGD)	Click here to enter number.	Choose an item.
Amount invested (SGD)	Click here to enter number.
Claim amount at the point of complaint (SGD)	Click here to enter number.
Status of investment/purchase	Choose an item.
Customer details as per fact-find form
Date of birth	Click here to enter a date.
Highest education level	Choose an item.
Occupation	Click here to enter text.
English language proficiency	Choose an item.
Customer Knowledge Assessment (CKA) outcome	Choose an item.
Customer Account Review (CAR) outcome	Choose an item.
Is the customer a selected client?	Choose an item.
Is this a joint account investment	Choose an item.
Joint account customer details as per fact-find form (where applicable)
Highest education level	Choose an item.
Occupation	Click here to enter text.
English language proficiency	Choose an item.
Customer Knowledge Assessment (CKA) outcome	Choose an item.
Customer Account Review (CAR) outcome	Choose an item.
Is the customer a selected client	Choose an item.


DETAILS OF MISCONDUCT AND INVESTIGATION FINDINGS[footnoteRef:4] 
FIs are to provide the following information for each allegation/finding and for each representative. FIs are also to provide the relevant supporting documents.
Click + to add more allegations/findings.

Allegation/finding	Choose an item.	Summary of allegation	/finding	Choose an item.	Click here to enter text.
Investigation outcome	Choose an item.			
Representative number	Click here to enter text.			
Representative name (if Representative Number is not available)	Click here to enter text.			
Description of misconduct	Click here to enter text.
Investigation findings and investigator’s assessment		Click here to enter text.
Transaction ID(s)	List down all Transaction IDs involved for this allegation / finding, separated by semicolons (;).	Click here to enter text.




DETAILS OF INTERVIEW
FIs are to provide the following information for interview conducted with each interviewee.
Click + to add more interviews.

	Subject
	Name
	Interview status
	Mode of interview
	Date of interview



INVESTIGATOR’S RECOMMENDATIONS

	E.g.: remedial measures or disciplinary action against the representative, where applicable

	Click here to enter text.







REMEDIAL MEASURES

	Type of measures
	Status

	Complaint outcome
	Choose an item.

	Complaint outcome if FI did not fully agree to complainant's requests
	Choose an item.
	Compensation amount (SGD) (if Monetary compensation is chosen)
	Click here to enter number.

	Complaint outcome (if Others is chosen)
	Click here to enter text.




DISCIPLINARY ACTION AGAINST THE REPRESENTATIVE
[bookmark: _Hlk71708386]Including actions that FI would have taken if the representative were still with the FI, e.g. if the representative resigned before the FI took disciplinary action. FI to complete either Part (a) or Part (b) below as appropriate.
Click + to add disciplinary actions for more representatives.

	
Representative number
	
Representative name (if representative number is not available)
	Disciplinary action(s) that
	
Remarks

	
	
	Part (a): 
FI had taken
	Part (b):
FI would have taken if the representative were still with the FI
	








DISCIPLINARY ACTION AGAINST THE REPRESENTATIVE’S SUPERVISOR(S)

	Was a separate misconduct report filed against the representative’s supervisor(s)?
	Choose an item.	

	Misconduct report number(s) of misconduct report(s) filed against the representative’s supervisor(s)
List down all Transaction IDs involved for this allegation / finding, separated by semicolons (;).
	Click here to enter text.

	(Note: FIs need only to complete the following sub-sections if no separate misconduct report was filed against the representative’s supervisor)

	Summary and assessment of lapses by supervisor(s)
	Click here to enter text.


	Disciplinary action against representative’s supervisor

	Type of action
	Choose an item.

	Remarks
	Click here to enter text.



2.  ADDITIONAL INFORMATION 
E.g. root causes and trends analysis, measures implemented/to be implemented to improve the FI’s internal controls and systems to address weaknesses noted arising from misconduct (where applicable)

	Click here to enter text.





	Name of investigator
	Click here to enter text.
	Name of investigator’s supervisor
	Click here to enter text.
	Date of investigation report
	Click here to enter a date.



