
 

 

 

 

 

  
 

 

Dear representatives, 

Target Resolution Dates 

In our January newsletter, we provided an update on Target Resolution Dates (TRDs). 
These are an internal metric introduced to improve the customer experience and help 
progress claims more efficiently. 

After a successful first year and positive performance across FY25/26, we have 
reduced a number of TRDs from April 2026. You can find our timescales on our 
website. Changes to timescales are published here. 

Following this review, we can also confirm that a new TRD will not be given if a claim is 
Inactive or at Firm Investigation Underway for fewer than 14 days. 

These changes reflect our commitment to resolving claims more quickly and 
continuously improving the overall customer experience. 

Reducing TRDs means customers and representatives can expect decisions sooner, 
providing more certainty and reducing the time customers are waiting for an outcome. 

At FSCS, we are committed to improving the speed and predictability of our claims 
service. For claims received on or after 1 April 2026, we aim to complete the majority 
within their TRD across the overall claims population. We will keep you updated on 
your claim’s progress throughout its journey. 

TRDs are designed to provide more transparency. They give customers and 
representatives a clear indication of when they can expect a decision. While some 
claims may take longer due to their complexity or because we need more information, 
we continually monitor our performance to make sure we make decisions as quickly 
and efficiently as we can. 

TRDs reflect our commitment to providing a timely, high-quality service, while 
recognising that a small number of claims will need extra time to resolve. 

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcampaign.fscs.org.uk%2Fgu%2F13%2F70PKWBOD-70PKWBOC-4PP1VPVG-GY7GR7.html&data=05%7C02%7Ctamsin.spargo%40fscs.org.uk%7Cc9bb424419014ea958d008df13d4b23b%7Cdd3f74f29d01413a81e3324070c6cc69%7C1%7C0%7C639251476416369336%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=WcMvH8MZlco59WuIQQFkX1z2w66UD3q2kkj9LS6cBME%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcampaign.fscs.org.uk%2Fgu%2F13%2F70PKWBOD-70PKWBOC-3AB05IWN-1K3DY.html&data=05%7C02%7Ctamsin.spargo%40fscs.org.uk%7Cc9bb424419014ea958d008df13d4b23b%7Cdd3f74f29d01413a81e3324070c6cc69%7C1%7C0%7C639251476416330491%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=5LCM7P9k1sSOJe4CnIQgXczExApPqRS%2B0BPMCPmaQxc%3D&reserved=0


Communicating TRDs 

We will start communicating TRDs for eligible claims from the end of September 
2026. 

We will share TRDs with: 

• representatives via email correspondence; and 

• direct customers through normal customer communications channels. 

A TRD is a target, not a guaranteed completion date. While FSCS aims to resolve 
claims by the TRD, this may change if we need more information, investigations or 
evidence. 

Claims submitted since 1 April 2026 

From the end of September 2026, we plan to begin sharing TRDs with representatives 
and customers for eligible claims submitted on or after 1 April 2026. 

We will also share TRDs on claims where: 

• new TRDs apply as they have been reopened since 1 April 2026; and 

• TRDs have changed on a claim received since 1 April 2026. 

Claims submitted on or before 31 March 2026 

Prior to 1 April 2026, we were testing, learning and refining the tool. Investing time and 
resource in looking back at TRDs from the last financial year would not be an efficient 
use of time. These claims will continue to be worked using the previous logic. 

We recognise that some claims remain outside our published timescales. 

Reducing the number of aged claims is a key focus for FSCS. Since January 2026, we 
have made significant progress in reducing our oldest work in progress (WIP) claims. 
Between January and the end of July 2026, we reduced our overall WIP of claims by 
25%, including reducing the number of aged claims by 36%. 

Of the aged claims that existed in January, approximately 74% have now received a 
decision. This shows the progress we have made in reducing our oldest claims and 
improving outcomes for customers waiting for a decision. 



While some claims have moved outside of our published timescales during this 
period, the significant reduction in the oldest claims reflects our continued focus on 
reducing waiting times and progressing claims as efficiently as we can. 

You can find more information on FSCS timescales and TRDs here.  

How can representatives provide feedback? 

We welcome ideas, suggestions and feedback. Please email the FSCS Relationship 
Team with any thoughts on how we can keep improving our service. 

Kind regards, 

Relationship Team 
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