
 

Complaints, Regulatory Inquiries 

From Monday’s eStar 

Compliance - Important Notice:  

Complaints, Regulatory Inquiries, and Legal Processes — The receipt of a customer complaint triggers 

the Securities America policy and procedure requirements in the “Complaints, Regulatory Inquiries and 

Legal Processes” chapter of the SAI Field Compliance Manual. Regardless of the communication medium 

used by the customer (e.g., verbal communication, written communication, electronic communication, 

etc.), you must notify your OSJ Branch Manager/Regional Sales Supervision Principal and the Client & 

Regulatory Inquiry Group (CRIG) via telephone or secure email the same day you receive the complaint. 

See the “Complaints, Regulatory Inquiries and Legal Processes” chapter of the SAI Field Compliance 

Manual for detailed compliance policy and procedure guidance. 

 

What constitutes a complaint?  We can tell you from experience, the answer varies depending on who 

you ask.  A member of our group received an email from a client that both former and current 

broker/dealer were inclined to classify as a complaint.  However, when Mike reviewed the same 

information he felt it was merely an inquiry from the client and he successfully made the case for his 

interpretation. 

A previous member of or group put stock in an attorney’s interpretation of whether something was 

reportable.  Unfortunately, FINRA vehemently disagreed with the attorney and the rep was placed on a 

permanent heightened supervision list for failure to report, even though they provided documentation 

of the legal advice received. 

 

If you change your address, whether it is your business or your residence, let us know. 

If you receive a subpoena asking for copies of documents or to provide an opinion on a client’s mental 

acumen, call us. 

If you get a ticket for jaywalking, we need to be informed. 

 

Once we determine whether something is a complaint or a reportable event we will then be able to 

provide you with next steps which typically will entail putting together data to support your position on 

the matter in question.  This brings us back to previous emails about document, document, 

document.  The better your system for documenting conversations and meetings with clients, the more 

efficiently you will be able to compile information requested to respond to potential issues that may 

arise. 


