
Your Journey Map
Map of your journey through the 
Interest Rate Hedging Products Review 
– from Redress Outcome to Settlement

Redress
The Review is overseen by an Independent Third Party Reviewer and you will have the opportunity to have them present at every meeting.
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We are now in a 
position to confirm 
the outcome of your 
review in a Basic 
Redress 
Determination 
Statement, setting 
out what, if any, 
redress is due and 
how it has been 
calculated. You may 
accept your “Basic 
Redress 
Determination” by 
returning the 
accompanying Final 
Redress 
Determination 
Letter. You have 28 
days to consider the 
redress 
determination.
Relevant documents:
‘Basic Redress 
Determination 
Statement’
‘Final Redress 
Determination 
Letter’
‘Basic Redress 
Acceptance Form’
‘Settlement 
Instructions’

You will receive an 
invitation to be part 
of the review. You 
will also be allocated 
a Case Handler who 
will be your main 
point of contact 
throughout the 
Review.

You will have an 
opportunity to 
submit relevant 
information and 
present your 
experience of 
how the sales were 
conducted, by post, 
telephone and/or a 
face-to-face meeting.

Your case is assessed 
in accordance with 
the regulatory 
requirements of the 
Review. The purpose 
of Basic Redress is to 
place customers back 
in the position they 
would have been in 
had the 
requirements of the 
Review been met. 
This includes 
refunding, with 
compensatory 
interest, any 
difference between 
actual payments 
made and payments 
that would have 
been made.

In light of the Basic 
Redress 
Determination you 
now have the 
opportunity to 
decide whether to 
make or continue a 
claim for 
Consequential Loss. 
The ‘Next Steps’
section in the Basic 
Redress 
Determination 
Statement explains 
your options, which 
are:
A – settle the Basic 
Redress without 
making a 
Consequential Loss 
claim
B – settle your Basic 
Redress and 
Consequential Loss 
claims separately 
(Split Settlement)
C – settle your Basic 
Redress and 
Consequential Loss 
claims together 
(Combined 
Settlement)

Next Steps

Day 1

Basic Redress 
Determination 

Statement

If you do not wish to make or continue a 
claim for Consequential Loss, you are able to 
accept the Basic Redress Determination 
(including 8% Compensatory Interest –
defined in the Basic Redress Determination 
Statement)
Relevant documents:
Your returned and signed ‘Final Redress 
Determination Letter Acceptance’

If you accept the Redress 
Determination, we will 
implement it promptly.*
Relevant documents:
‘Basic Redress Settlement 
Confirmation’
‘Review Closure Letter’

Basic Redress 
Determination 

Statement

Where you choose Split 
Settlement of Basic Redress and 
Consequential Loss you will 
receive your Basic Redress 
Settlement Confirmation and 
Consequential Loss Settlement 
Confirmation separately.
Relevant documents:
Your returned and signed ‘Final 
Redress Determination Letter 
Acceptance’

Settlement of Basic 
Redress

Relevant documents:
‘Basic Redress Settlement 
Confirmation’

Day 42

After our assessment of your Consequential Loss claim 
has been completed, a Consequential Loss Redress 
Determination Statement will be issued to you, based on 
the information you have provided to us.
Relevant documents:
‘Consequential Loss Redress Determination Statement’
‘Consequential Loss Final Redress Determination Letter’
‘Settlement Instructions’

Consequential Loss 
Redress Determination 

Statement

Consequential Loss 
Redress Determination 

Statement

Relevant documents:
‘Basic Redress Determination Statement’
‘Consequential Loss Redress Determination Statement’
‘Combined Final Redress Determination Letter’
‘Combined Redress Acceptance Form’
‘Settlement Instructions’

If you accept the Redress 
Determination, we will 
implement it promptly.*
Relevant documents:
‘Combined Redress 
Settlement Confirmation’
‘Review Closure Letter’

Settlement & 
Exit the Review

Consequential Loss 
Settlement & Exit 

the Review

Day 42

Your signed and returned 
‘Consequential Loss Final 
Redress Determination 
Letter Acceptance’
If you accept the Redress 
Determination, we will 
implement it promptly.*
Relevant documents:
‘Consequential Loss 
Settlement Confirmation’
‘Review Closure Letter’

*If you do not accept the Determination, we will advise 
you on what steps are available to you.
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(Option A)
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Day 28

Day 28
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Your Action Required

What you will receive

Day 56

Confirm intent to claim 
Consequential Loss
Relevant documents:
Consequential Loss – Customer 
Guide
Please note: if you wish to make 
a claim, your Case Handler will 
agree a “due date” with you for 
the submission of your claim.

Confirm intent to claim 
Consequential Loss

Day 1


