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Investor Compensation (UK) Limited, Terms and Conditions

Investor Compensation (UK) Limited is authorised and regulated by the Financial Conduct Authority (FRN:

830890). Investor Compensation is a claims management company.

Thesetermsofbusiness(the “Terms”)explainthe entirerightsand obligations of Youand Usregardingthe

provision of our Services. You should read the Agreement carefully before signing the Letter of Authority

Formand IfYoudonotunderstandanyaspectplease ask Usforfurtherinformation.

1. Meanings

1.1.  “Account” - the account(s) and/or policy(ies) identified by You as being relevant to the Claim,
where relevant.

“Agreement” - the agreement entered into by You with Us, incorporating the Customer Care
Letter, the Letter of Authority Form and these Terms.

“Cancellation” - termination by You of the Agreement and any other documentreferred toin the
customercareletterasforming partoftheagreementinaccordance withthe relevantprovisions
of the Agreement and “Cancel” is defined accordingly.

“Claim” - a claim or claims made to the Third Party on your behalf relating to the Subject Matter.

“Customer Care Letter” - the letter provided by Us to You in the claim pack containing the Letter
of Authority Form and these Terms.

“Fees” - where applicable, the fees payable by You to Us under the Customer Care Letter and
paragraph 6 ofthese Termsand any otherfees or otheramounts payable by Youto Usunderthe
Agreement.

“FOS” - Financial Ombudsman Service.

“Full Claims Service” - a type of Service we provide which involves preliminary work to identify
whether you have a Claim and further work on your behalf to bring that Claim and progress it.
If We are providing You with a Full Claims Service, this will be specified in the Customer Care
Letter.

“Further Claim” - any claim You may have inrespect of any financial product or service provided
to You by any bank(s), financial institution(s) or other provider(s) of generic financial services.

. “Letter of Authority Form” - the form We enclosed with the claim pack and which We asked You
tosignto give Us authority to act on your behalf.

. “Personal Notice” - written notice provided by Us to You at least 15 Working Days in advance
(orsuchshorter period as may be necessary to ensure We comply with our regulatory and legal
obligations) by post or email (in each case provided to the most recent contact details provided by
You toUs).

. “Preliminary Claims Service” - a type of Service we provide which involves preliminary work to
identify whether you have a Claim and to introduce You to a service provider who can progress
your Claim. If We are providing Youwitha Preliminary Claims Service, thiswill be specifiedinthe
Customer Care Letter.

. “Services”-the servicesthat We agree to provide to You under the Agreement, being our advice

and the investigation and representation of your Claim.

“Settlement Amount” - all amounts paid or provided or to be paid or provided by the Third Party
to You and to any other person in relation to settiement or satisfaction of your Claim (gross of
anytaxyouare liable to pay), being the total value ofthe benefits to Youand to any other person
monetary or otherwise, and including any cash or cheque payment, any reduction in your account
balance, anyreductioninyouraccountarrears, any goodwill payments and any interest paid by
the Third Partyinrelationtothe Claim.

. “Subject Matter” - the product or service which is the subject matter of your Claim, as setoutin
the Customer Care Letter.

“Third Party” - the third party, financial institution(s) or other provider(s) of financial or other
servicesagainstwhicha Claimisbroughtonyourbehalf.

1.17. “You’-you,the person(s) engaging Us onthe basis of the Agreement.
1.18.“We” and “Us” - Investor Compensation (UK) Limited (registered number 00769324)which

is authorised and regulated by the Financial Conduct Authority (FRN:830890) and whose
registered address is Suite G3 Birkbeck Office Water Street Skipton North Yorkshire BD23 1PB
or anyone to whom we transfer our rights and obligations under the Agreement. Email
Info@Investorcompensation.co.uk, Call 01535 959592

1.19. “Working Days’ - all days other than Saturdays, Sundays and public holidays.

2. The Agreement between You and Us

2.1. YouappointUstoactas your exclusive representative in your Claim and We agree to act on your

behalfandtoprovidethe Servicesonthe terms ofthe Agreement. Your appointmentof Us,and the

Agreement, starts when We receive a completed original signed Letter of Authority Form from You.

By providing Us with a completed Letter of Authority Form You are entering into a binding contract

onthetermsofthe Agreement.

Byappointing Us, Youconfirmthatno agency orperson otherthan Usis acting for Youinrelation to

the potential claimand Youagree notto appointany such agency/personinrelationto the potential

claimorthe Claim.

Any brochures or advertising materials issued by Us, and any descriptions or illustrations contained

therein, areissued or published for the sole purpose of giving an approximate idea of the Services

describedinthem. They shall notform partofthe Agreementor have any contractual force.

3. Cooling Off Period and Other Rights

3.1. You have the right to Cancel the Agreement within 14 days without giving any reason, The

Cancellation periodwillexpire after 14 daysfromthe day of the conclusion ofthe Agreement (being

the date onwhich We receive your original signed Letter of Authority Form). To exercise the right

to Cancel, Youmustinform Us of your decision to Cancel the Agreementby a clear statement. Itis
recommended that You send any written notice of Cancellation by recorded delivery post. You may
use the model cancellation form which is contained in your claim pack, butitis not obligatory, and

Youmay provide to Usany other clear statement setting outthe decision to Cancelthe Agreement.

Tomeetthe Cancellation deadline, itis sufficient for You to send your communication concerning

your exercise of the right to Cancel before the Cancellation period has expired.

If You Cancel the Agreement during the cooling off period, we will reimburse You all payments

received from Youand Youwillnotbe subjecttoanyfinancial penalty by Us.

You have the right to seek further advice or to shop around before You enter into the Agreement,

subject to any time limits within which a claim must be made. You may have alternative mechanisms

for pursuing your claim or obtaining redress, including the FOS and the Financial Services

Compensation Scheme.

4. Further Claims

4.1. Youengage Ustotake all reasonable steps to investigate Further Claim as set outin the Letter of

Authority. We willagree with Youthe mannerinwhich We shallreportto Youinrelationtoa Further

Claim.

Youand We agree thatany Further Claim that You and We agree inwriting shall be brought by Us

onyourbehalfshallbetreated asanadditionaland separate Claimforthe purposes ofthe relevant

Agreement.

5. The Claims Process

5.1. You agree to provide to Us throughout the term of the Agreement all appropriate and available
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information relating to your potential claim/Claim as soon as possible. The information that You
provideshouldbetrueandaccuratetothe bestofyourknowledgeandbelief. Please note thatif You
failto provide Us with thisinformation as describedinthis paragraph, youmayimpede ourdelivery
ofthe Servicesto Youand Youmay become liable to Us for costsunder paragraphs 7.1.and 7.2.
Once We have received your signed Letter of Authority Form or, if later, sufficientinformation from
You, We will assess whether We consider your potential claim to be viable.

IfWe are providing a Preliminary Claims Service to Youand We consider thatyour Claimisviable,
Wewill provide the relevantinformationthatWe have received from Youto, andintroduce Youto,a
service provider who can progress yourClaim

Please note thatin respect of any Preliminary Claims Service, your engagement with the service
provider will be a separate contractual relationship between You and them and We will have no
obligations to You under thatengagement.

5.2.

5.3.

5.4. IfWeare providing Youwith a Full Claims Service, and We consider thatyour Claimis viable We
will:
54.1.  raiseaformalcomplaintorclaimwiththe Third Party regarding your Claim;
5.4.2.  provide the Third Party with the relevant information that We have received from You;
5.4.3.  promptly notify You of any material developments or delays regarding your Claim;
5.4.4.  promptlynotify Youonce We areinformed ofthe outcome ofthe Claim.

5.5. If,atourcomplete discretion, We consider thatyour potential Claimis notviable (whether due toit
being outside any applicable limitation period, the claimed amountbeing too small or for any other
reason), We will notify You, following which You will not be required to pay anything to Us and We will
have nofurther obligationsto Youunderthe Agreementand We shall be entitled, withoutincurring

anyliabilityto You, to cease to provide the Servicesinrelationtothe claim.

5.6. You authorise Us on your behalf and as your representative to:

5.6.1. takethoseactionssetoutinparagraph5.30r5.4;

5.6.2.  requestappropriate furtherinformation fromthe Third Party relating toyour Claimand
receive all communications from the Third Party on your behalf;

5.6.3.  terminate our services and/or withdraw your Claim, at our absolute discretion, inthe
eventthatthe Third Party provides Us with evidence that the Claim duplicates aclaim
made by Youoronyourbehalfotherthanthrough Us;and

5.6.4.  takeanyotheractionswhicharereasonablyrequiredinrelationtotheabove.

5.7. Youauthorise Us to make a request under article 15 of the General Data Protection Regulation

(GDPR) on your behalf, to relevant parties connected with your potential claim/Claim. We may

restrictthe scope ofthe requestto particularinformation or classes ofinformation. Any fee payable

to the third party in respect of any such request will notbe charged by Us to You.

You agree that Youwill:

5.8.1.  provide any further information that may be necessary for Us to progress your Claim as

soon as possible on request;

co-operate with Us and provide all assistance from time to time requested by Usin all

mattersrelatingtothe Servicesandthe Claim;

notify Us within five working Days if You receive communications directly from the

Third party regarding the progress of your Claim (which may include telephone calls,

receipt of statements and gestures of goodwill settlements) and forward any paperwork

connectedwiththistoUsassoonaspossibleif Werequestit(please notethatif Youfail

to advise Us of any communication from the Third Party, You may impede the progress

of your Claim and/or trigger Termination Clause 7);

not accept any settlement that is communicated directly to You by the Third Party

unlessagreedinwritinginadvance with Us.

IfWe are providing a Full Claims Service to Youand the Third Party fails to respond to Us or to You

within 8 weeks of our communication under paragraph 5.4 or the Third Party rejects your Claim, You

may have certain options including to issue a formal complaint to the FOS. We will discuss these

optionswith Youatthe time. If We agree with You thata complaintto the FOS by Us onyour behalf

isappropriate, We will provide you with the appropriate forms for Youto complete and returnto Us

sothatWe canmake the complaintonyourbehalf. Any settlementamountpaidto Youthroughthe

FOS process will be treated under these terms as a Settlement Amount, including the terms relating

toourentitlementtoFees

5.10. We may ask You for certain card details over the phone in order (i) to process your Claim with the
Third Party (for example, your card number may be used to identify your Account); and/or (ii) for You
tomake paymentofour Feesinthe eventa SettlementAmountis paid by the Third Party inrespect
ofyourClaim. Your card details willnotbe storedinour paymentsystem. Youshould neveremail or
postto Usaphoto of your card or details of your card expiry date or CVV number (the 3 digits at the
back of your card) and if any of our staff ask You to do so, please contact Us.

5.11. Allof our written communicationsto Youwill be provided by email tothe most recentemail address
provided by You (or by postif atany time We do not have an email address for You). If atany time
You would prefer to receive written communications by post, please let Us know by telephone, email
orpost.

5.12. Ifourperformance ofany of our obligationsunderthe Agreementispreventedordelayed by anyact
or omission by You, or your failure to perform any relevant obligation (“Customer Default”):

5.12.1.  Weshallwithoutlimiting our other rights and remedies have the right to suspend
performance of the Services until You remedy the Customer Default, and to rely on
the Customer Default to relieve Us from the performance of any of our obligations
to the extent the Customer Default prevents or delays our performance of any of our
obligations; and
We shallnotbe liable for any costs or losses sustained or incurred by You arising
directly or indirectly from the Customer Default.

Ourfeesandhow Youpay Us

6.1. TheFeethatYouwillpaytoUsinrespectofeach Claimshallbe setoutinthe Service Summarythat
wassenttoyouwiththe Customer Care Letter. Thisletter providesanexample ofhowour Feesare
calculated.
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If your claim is relating to a tax matter (reclamation of tax deducted from a PP setlement
or an employment expenses claim), we operate on a no-win, no-fee basis. We are only
due afee if you receive a refund. Our fees are the greater of 35%(+VAT) or £30(+VAT)
of any refund received.

6.2. Ourfeestypically consistof afee based onany Settlement Amountofferedinrespectof the Claim
(“SettlementFee”). Note that the Settlement Amountis notjustthe amountof cash Youreceive - it
includes any account reductions and other benefits, as set out in paragraph 1. The Third Party
may deduct from the Settlement Amount tax that s payable by You on any interest, however, for
the purposes of the Agreement, Settlement Amount, includes the gross amount of such interest.
Our Services are provided on a ‘no win, no fee™ basis, however, You will be liable to pay our
reasonable costs if you cancel our Services after the expiry of the initial 14 day ‘cooling off period
(see paragraph 7.3) or if We terminate as a result of your default (see paragraphs 7.1, 7.2 and
7.4).

6.3. If We are providing You with a Full Claims Service:

6.3.1.  Where the Third Party pays some or all of the Settlement Amount directly to You or
the Third Party reduces any of your account balances in payment of the Settlement
Amount:

6.3.1.1. You will notify Us of such payment or reduction within 5 Working Days of You becoming
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aware of it;
6.3.1.2.  We will notify You of such a payment or reduction within 5 Working Days of Us becoming
aware ofit,should We become aware ofitbefore We have beennotified by You.
*Fee payable if case is not pursued at client’s request.
You agree that We can deduct the Fees from your credit/debit card where You have provided Us with
those details for that purpose.
Once You have settled our invoice in full our responsibilities and obligations to You in connection with
this Agreement will cease.
We may set off any fee or other amount that You owe to Us under any other agreement between
YouandUsagainstanyliabilitythatWehave tomake paymentto Youunderparagraph6.5.fWedo
this, our other rights or remedies under the Agreement or any other agreement between You and Us
will notbe affected.
Subjectto paragraphs 7.1,7.2 and 7.3, if We are providing a Full Claims Service and We submita
Claim onyour behalf butno Settlement Amountis paid by the Third Party in respect of that Claim,
Youwillnotbe requiredto pay any Feeto Us.
Inrespectofany unpaidinvoices, We mayatourdiscretion:
6.8.1.  commence debt collection proceedings to recover the amount due; and
6.8.2.  chargeinterestontheamountunpaid atthe rate of 8% perannum.

7. Termination/Cancellation

7.1

7.2.

73.

7.4.

Without prejudice to any other right or remedy that We may have, We may terminate the Agreement
(ordecidetoterminate the provisionof Servicesrelated to a particular Claim) onwritten notice:

7.1.1. intheeventthatYouareinbreach ofthe Agreement, andinthe eventofabreach that
is capable of remedy, if you fail to do so within 14 days of receipt of a notice from Us
specifyingthe breachand requiring the same tobe remedied; or

7.1.2.  intheeventthatYoubecomeinsolvent;or

7.1.3.  inthecircumstances setoutin paragraph5.5; or

7.1.4.  if We become aware that You are pursuing your potential Claim/Claim independently;
or

7.1.5.  if Youand We agree to terminate the Agreement.

There will be termination costs applied should the claim be prematurely cancelled.
Cancellation Summary Charge Including Process Steps

7.2.1.  1hour£60.00- Claim Packissued, Claim Pack chased, Claim Pack returned, Claim
reviewed, packaged and submitted to the vendor.
2hours£120.00- ClaimPackissued, ClaimPackchased, Claim Packreturned, Claim
reviewed, packaged and submitted to the vendor, Vendor chased, Vendor chased
on more than one occasion or vendor requires more information, Attempted to get
required information.
3hours£180.00-ClaimPackissued, Claim Packchased, ClaimPackreturned, Claim
reviewed, packaged and submitted to the vendor, Vendor chased, Vendor chased on
more than two occasions any required information has been retrieved and passed to
the vendor, Claim packaged ready to be sent to the Financial Ombudsman Service
(FOS).
4hours£240.00-ClaimPackissued, ClaimPack chased, Claim Packreturned, Claim
reviewed, packaged and submitted to the vendor, Vendor chased, Vendor chased on
more than two occasions any required information has been retrieved and passed to
the vendor
5 hours £300.00 - Claim Pack issued, Claim Pack chased, Claim Pack returned,
Claim reviewed, packaged and submitted to the vendor passed to the vendor, Vendor
chased, Vendor chased on more than two occasions, any required information has
been retrieved and passed to the vendor. Claim packaged ready to be sent to the
Financial Ombudsman Service (FOS). Claim reviewed and submitted to the Financial
Ombudsman Service or Claim upheld by the vendor or FOS subject to the below and
clause 7.4.
Please note however, that if the Agreement is terminated when an offer of compensation
ismade, ourfee,as outlinedinthe Customer Care letter will stand. Please see Clause
7.4.
In addition to your rights to Cancel within 14 days under paragraph 3.1, Youmay Cancel the
Agreementatany time by sending Us aletter by post or email (see paragraph 3.4 for contact
details) or verbally, by telephoning Us. You may use the model cancellation form which is contained
in your claim pack, but it is not obligatory. It is recommended that You send any written notice of
cancellation by recorded delivery post. If You Cancel the Agreementin this way You will be liable
to pay Us an amount which We calculate, acting reasonably, as representing the costs We have
incurred in relation to your Claim at the rate of £60 plus VAT per hour. For a breakdown of these
costs, please see clause 7.2.
If We are providing You with a Full Claims Service and You at any time independently accept or
receive a Settlement Amountbased on a Claim made by Us to the Third Party, whether or notthe
Agreement has terminated/been Cancelled, You will be liable to pay our Fees.

7.2.2.

8. Limitations on our services and liability

8.1

8.2.

8.3.

8.4.

Wherethe Third Party makesan offer ofa SettiementAmount, We willnotgive Youanyadvice asto
whether the SettlementAmountis suitable redress inrespect of your Claim and We are underno
obligation toverifythe calculation oftheamount.

Ifany form of taxis payable by You or on your behalfin relation to the Settlement Amount (such as
income tax whichis payable by Youinrespect of the interest paid to You as part of the Settlement
Amount), You shall be fully responsible for such payment and We shall have no responsibility to
make such payment on your behalf.

We shallhave noliability to Youfor any loss to the extent itarises as aresult of the information
provided by Youin connection with your Claim being inaccurate orincomplete, unless the reason
foritbeingincomplete is due to a failure by Us to identify the necessary information as part of our
standard claims procedures.

Nothing in the Agreement shall exclude or limit any liability of ours which may not be legally excluded
orlimited.

9. Changes to the Agreement

9.1

9.2.

93.

9.4.

9.5.

IfWe are providing Youwith a Service in respect of which We are entitled to a Fee, We may make
changestoourFees,includingintroducingnewfeesandchargesandmaking changestothebasis
on which We charge for providing services, by giving You Personal Notice.

We may make any other changes to the Agreement, making changes to the basis on which We
charge for providing services, by giving You Personal Notice.

Wemay only make changesunderparagraph9.10r9.2:

9.3.1.  followingorinanticipationofanychangeinlaw, regulation,industry guidance orcode
of practice; or
9.3.2.  torespondtochangesoranticipatedchangesinthecoststhatWeincurtothirdparties

inrelationtoourprovision ofthe Services.
Where We make any change under paragraph 9.1 or 9.2 the change will be proportionate to the
underlying reason for the change and We will explain the reason to You.
When We give You Personal Notice of a change We intend to make in accordance with paragraphs
9.10r9.2, before the change takes effect You may end the Agreementwithoutincurring a charge
by giving Us notice inwriting and such notice will take immediate effect.

9.6.

IfYoudo nottell Us that You want to end the Agreement as described in paragraph 9.5 before the
dateeachchangeistotake effect, then Youwillbe deemedtohave accepted the change anditwill
take effect automatically from the date detailed in your Personal Notice.

10. Personal details and statement of data protection

10.1.

10.2.

10.3.
10.4.
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WerecommendthatYouread this statement carefully asitdescribes howWe use your personal
information. Forfurther details, please see the full privacy notice on our website at https://www.
investorcompensation.co.uk/privacy-policy/ or ask Us for a copy and we will provide it to You.
We will use your personal information for the purpose of providing You with our services and for
directmarketing if You consenttoit. [orif we rely onthe legitimate interestlawful basis under the
GDPR]. The personal information You must provide for the purpose of the contract is indicated on
the letter of authority: withoutit, We cannot provide our services. We need a basis in lawto use
yourpersonalinformation. Inyour case, thatbasisis that(a) our use of your personalinformation
is necessary for Us to enter into or perform a contract with You; (b) You have given consent or
explicit consent to our use; and/or (c) the use (for example customer relationship management) is
in our legitimate interests, which overrides your own interests, rights and freedoms.

Please be aware thatWe will record and monitoryour callsto maintain orimprove our services.
We can confirm that all personal information supplied by You will not be passed on to anyone
other than:

10.4.1. as required or permitted by law or a court order including as requested by any
governmentor law enforcement authority, or to our suppliers, service providers and
advisers so they can provide Us with services or advice;

any company or other entity to whom We may either transfer or subcontractany orall
ofourobligations orrightsto Youunder this Agreement; or

10.4.3. toathirdparty, withyour consent.

Ifyou consentor werely onthe legitimate interestlawful basis underthe GDPR, We will contact
You by post, email, textand telephone with details of our products and services which We think
may be ofinteresttoYou.

If You wish to stop hearing about or receiving information on our products and services, please
tellthe caller or use the opt out in the email/texts or call Us. Please also see your rights in
paragraphs 10.14 and 10.15.

If You give Us your email address and communicate with Us over the internet, We will assume that
You accept the level of security in such communications and agree that We can communicate
with You by emailand other internetmeans. We settransport layer security (TLS) on our emails
and We encourage Youto dothe same, sothatthe communications between Us are encrypted.
Please alsoencryptdocuments before sendingthemto Us, and provide the encryptionkey to Us
by ameansotherthanemail, such asacall.

We will keep your personal information in the UK. We also have a call centre in South Africa,
fromwhere your personalinformationinthe UK may be accessed over a private network. South
Africa’s data protectionlaws are notconsidered to give the same level of protection for personal
informationasthosein Europe. Yourdatais notstored orkeptoutside the UK.

We will keep your personal information for up to 10 years after the end of the contract between
Us. Afterthatwe willreviewyour personalinformationand deleteitifthereisnobusiness needfor
Ustokeepitforalonger period, for example for the purpose of alegal claim or for tax reasons.
You can contact Us atany time by writing for any information You require and also if You would
like copiesofany orall personalinformation.

Youhaverightstomakearequestto Us:

10.11.1. foraccesstoyourpersonalinformationashbrieflydescribedinparagraph10.10
10.11.2. for rectification or erasure of your personal information

10.11.3. for restriction of processing concerning You

10.11.4. toobjecttoourprocessingwhichisbasedonlegitimateinterests

10.11.5. toobjecttodirectmarketing

10.11.6. toport(transfer)datayouhaveprovidedtoUs,eitherto Youortoanotherprovider.
Toexercise one of your rights please contact Us. There is not normally any charge. If there is going
tobeacharge, Wewilladviseyoubeforehand

Wemay make “automated decisions” about You, thatisa significantdecision made by software
oran algorithm withouthuman intervention. For example, based on a certain criterion (defined
byhumans) oursystem makes automatic decisions, suchaswhento send Youanemailor SMS
or close your case. The logic in our systems is best understood as the milestones throughout
the customer journey, for example Your customer pack being returned, or the complaint being
senttoathird party. Wethen setappropriately determined contact pointstokeep Youupdated or
informed onany progresswithyour claim. The consequences of these automated decisions are
limited as the triggers are removed where the customer journey finishes, i.e. whenyour case is
closed, or is successful and You have settled your invoice.

IfYougive Usyourconsent, Youhavearighttowithdrawthatconsentatanytime Toexerciseyour
rightplease call Us. It would be helpfulif You put “Withdrawal of consent”inthe subjectline ofthe
email.

You have a right to object to our use of your personal information for our legitimate interests,
including direct marketing. To exercise your right please call Us. If would be helpful if You put
“Right to object” in the subjectline of the email.

Please advise Us at the earliest opportunity if You have any medical conditions such that You
might be regarded as particularly vulnerable and the nature of such status. In such circumstances
We require your verbal or written consent to process your personal data. The nature of your status
will not be disclosed by Us to third parties without your further explicit consent or as required or
permitted by law.

You have arightto complain to the Information Commissioner. Please see our privacy notice at
https://www.investorcompensation.co.uk/privacy-policy for details or ask Us fora copy and we
will provideittoYou.

10.4.2.

11. General Terms

111

11.2.

11.3.

11.4.

By giving You Personal Notice We may transfer our rights and obligations (or subcontract any of our
obligations) underthis Agreement. Yourrightsunderthe Agreementwill notbe reduced asaresult
of any such transfer.

Ifany eventbeyond ourreasonable control prevents or hinders Us from performing our obligations
under this Agreement, We shall not be deemed to have breached this Agreement.

If We waive any breach of the Agreement that shall not be considered to be a waiver of any
subsequent breach.

This Agreement with You is governed by the laws of England and Wales. Any dispute which arises in
relationtothis Agreementshallbe dealtwithbyanycourtinthe UK, Isle ofManand Channellslands
whichisable to hear the case.

12. Customer Complaint Procedure

12.1.

We aim to provide the highest possible level of service to all clients. If You are unhappy with any
aspect of the service, then please raise your concern with Us immediately. We operate a complaints
procedureinaccordance withrulesmade by the FCAwhich are designedto help Ustoresolve any
complaintyoumay have as quickly as possible. A copy of the complaints procedure is available at
https://www.investorcompensation.co.uk/complaints-procedure/ or on request from Us. You have
therighttoreferyourcomplainttothe Financial Ombudsman Details ofwhich canbe found atwww.
financial-ombudsman.org.uk/

GB20755-211020
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