
 

 

1. OBJECTIVE 

The firm must comply with FCA guidelines and ensure that it has a robust complaint policy and 

procedure in place. This is to ensure that clients (or prospects, suppliers, leads etc.) are able to raise a 

grievance with the firm. 

2. DESCRIPTION 

Complaints handling procedures for respondents 

DISP 1.3.1R01/07/2011 

Effective and transparent procedures for the reasonable and prompt handling of complaints must be 

established, implemented and maintained. 

These procedures must ensure that a complaint may be made free of charge 

These procedures should allow complaints to be made by any reasonable means and recognise 

complaints as requiring resolution. 

DISP 1.3.2AG01/04/2013 

 

Investigating, assessing and resolving complaints 

Once a complaint has been received by a respondent, it must 

• investigate the complaint competently, diligently and impartially, obtaining additional 

information as necessary;58 assess fairly, consistently and promptly the subject matter of the 

complaint; whether the complaint should be upheld; what remedial action or redress (or both) 

may be appropriate; 

• if appropriate, whether it has reasonable grounds to be satisfied that another respondent may 

be solely or jointly responsible for the matter alleged in the complaint; taking into account all 

relevant factors; offer redress or remedial action when it decides this is appropriate; explain 

to the complainant promptly and, in a way that is fair, clear and not misleading, its assessment 

of the complaint, its decision on it, and any offer of remedial action or redress; and comply 

promptly with any offer of remedial action or redress accepted by the complainant. 

DISP 1.4.2G01/04/2013 

Factors that may be relevant in the assessment of a complaint under DISP 1.4.1R (2) include the 

following all the evidence available and the particular circumstances of the complaint similarities with 

other complaints received by the respondent; relevant guidance published by the FCA , other relevant 

regulators, the Financial Ombudsman Service or former schemes; and appropriate analysis of decisions 

by the Financial Ombudsman Service concerning similar complaints received by the respondent 

(procedures for which are described in DISP 1.3.2A G).58 

DISP 1.4.1R01/09/2011 
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Once a complaint has been received by a respondent, it must investigate the complaint competently, 

diligently and impartially, obtaining additional information as necessary;5 assess fairly, consistently 

and promptly the subject matter of the complaint; whether the complaint should be upheld; what 

remedial action or redress (or both) may be appropriate; if appropriate, whether it has reasonable 

grounds to be satisfied that another respondent may be solely or jointly responsible for the matter 

alleged in the complaint; 

taking into account all relevant factors; offer redress or remedial action when it decides this is 

appropriate; explain to the complainant promptly and, in a way that is fair, clear and not misleading, 

its assessment of the complaint, its decision on it, and any offer of remedial action or redress; and 

comply promptly with any offer of remedial action or redress accepted by the complainant. 

3. PROCESS 

A complaint is any expression of dissatisfaction. The process is as follows for ALL employees and applies 

to all clients. However, it is possible that a person who is not a client e.g. lead, prospect, supplier, 

custodian or any other person or organisation. In each case the compliance officer should be notified. 

If somebody expresses any form of dissatisfaction either verbally, email or in writing (post) the 

following process applies: 

1. Notify the Compliance Officer (CO) immediately by email (so that it can be recorded) 

2. Give details of the following: 

a. Name of complainant 

b. Nature of complaint (brief explanation) 

c. Details of the correspondence (email, letter or details of the telephone call) 

3. The CO will assess the grievance and contact the individual 

4. The CO shall send an ‘Acknowledgement’ to confirm that the complaint is being looked into 

5. The CO will always seek to resolve the issue within 24 hours 

6. If the complaint cannot be resolved the CO will investigate the details fully and provide a ‘Final 

Response’ within 4 weeks. 

7. If the complainant is satisfied with the response the case is closed. 

8. If the complainant is unsatisfied with the response the complainant has 6 months to refer the 

case to the Financial Ombudsman Service (FOS) 

9. FOS will assess the case and look at the evidence available from the firm and the complainant. 

10. FOS will make their own ruling and will either uphold or not uphold the complaint. 

11. If either the firm or the complainant is unhappy with the FOS ruling they have the right to 

appeal the decision and the case will be referred to the Ombudsman for a final ruling. 
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The important thing to note in this process is that your responsibility ends at the moment that you 

have referred the case to the Compliance Officer. 

The firm may implement changes in policies to reflect lessons that it may have learned from 

complaints. This is important because if the firm does not learn its lessons then the complaint can re-

occur. 

KEY THINGS TO CONSIDER 

Whilst no firm wishes to have any complaints London Stone encourages it to the degree that it is 

valuable feedback and allows the firm to improve its policies and procedures. Therefore, you should 

not shy away from a complaint but welcome it. 

Complaints are actually the best way to improve things if a firm can learn from it. Obviously, the firm 

hopes that there are enough prior warning signs that should be picked up before it gets to the point 

of a complaint. For example, customer review, telephone call feedback, email correspondence and so 

on. 

However, if it gets to a complaint then the firm welcomes this feedback and will always seek to learn 

from it. Even if the complaint is not upheld the firm should learn something from the process and try 

to find out what triggered the complaint in the first instance. 
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