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1. Overview 
 
1.1. This Complaints Handling Policy (the “Policy”) outlines how Singer Capital Markets Limited, 

its subsidiaries and employees (“Singer Capital Markets”, or the “Firm”) will resolve 
complaints in a fair, effective and professional manner. 

 
1.2. This policy is in line with the FCA Handbook’s chapter: Dispute Resolution: Complaints. 

 

1.3. Singer Capital Markets seeks to maintain its reputation as a firm delivering high quality 
professional services and is committed to maintaining its responsiveness to the needs and 
concerns of our clients. This Policy is designed to provide guidance on the manner in which 
Singer Capital Markets receives and handles a complaint made against the firm, its services 
and its employees. 
 

2. Definition of a Complaint  
 
2.1 The FCA outlines that a complaint is any oral or written expression of dissatisfaction, from, 

or on behalf of, any person about the provision of, or failure to provide a financial service.  
 
2.2  The following are examples of matters that may give rise to a complaint: 

• a breach of a firm’s terms and conditions or other contract entered into with any 
person or client; or 

• a firm’s failure to comply with its responsibilities under the regulatory system; or 
• unfair treatment, malpractice, or impropriety by a firm’s staff. 

 
A complaint may allege that the complainant has suffered (or may suffer): 

• financial loss; 
• material distress; or  
• material inconvenience 

 
3. Making a Compliant 

 
3.1 Your complaint should first be addressed to the contact with whom you are dealing with 

regarding the subject matter of your complaint, to that persons line manager or the head 
of the relevant department.  

 
4. Format of your Complaint  

 
4.1 To best manage your complaint, our preferred format would be in writing by email, however, 

a complaint can also be made via letter, telephone or in person.  
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5. Complaints Handling Process  
 
5.1 All staff are required to notify the Head of Compliance upon receipt of a complaint.  

 

5.2 If the matter can be satisfactorily resolved within three working days of receiving the 
complaint, the Firm will issue a satisfactory resolution communication to confirm the 
resolution to the complainant and inform them of their right to challenge and appeal any 
decision or findings.  
 

5.3 Where a complaint is not resolved within three working days of its receipt, an 
acknowledgement of receipt will be sent within 3 working days. Singer Capital Markets will 
then investigate the complaint competently, diligently and impartially obtaining additional 
information as necessary. 

 
5.4 We aim to be in a position to provide a final response to your complaint no later than eight 

weeks after the complaint is received. If this is not possible, we will inform you when we 
expect to respond however you may decide to refer the matter to the Financial Ombudsman 
Service if we have not provided you with a final response by the eight week deadline.  The 
contact details for the Financial Ombudsman Service can be found here:  
https://www.financial-ombudsman.org.uk/contact-us.  

 
5.5 If our final response is not to your satisfaction then you may be able to refer the complaint 

to the Financial Ombudsman Service. Note that you must refer your complaint to the 
Financial Ombudsman Service within 6 months of the date of our final response. An 
explanatory leaflet can be found here:  
https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/ordering-
leaflet/leaflet 

 
 

6. Complaint: Record Retention 
 

6.1 The Firm will retain a record of each complaint received and the measures taken for its 
resolution, and retain that record for 3 years. The records will detail the name of the 
complainant, the nature of the complaint and copies of all correspondence between the 
parties involved.  

 
 
7. Governance  

 

7.1 The Board is ultimately responsible for ensuring that complaints are handled appropriately. 
The Head of Compliance is responsible for addressing complaints not satisfactorily resolved 

https://www.financial-ombudsman.org.uk/contact-us
https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/ordering-leaflet/leaflet
https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/ordering-leaflet/leaflet
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within three working days and for ensuring staff are aware of our complaints policies and 
procedures. All staff are responsible for ensuring that any expressions of dissatisfaction by 
clients are appropriately addressed in compliance with the Policy. 
 

7.2 The Head of Compliance analyses complaints and complaints-handling data to ensure that 
they identify and address any risks or issues. Any complaints will be reviewed and the Board 
will be provided with a ‘root cause’ analysis of complaints data that: 

 

• Analyses the causes of individual complaints to identify root causes common to types 
of complaint;  

• Considers whether such root causes may also affect other processes or products, 
including those not directly complained of; and  

• Corrects, where reasonable to do so, such root causes. 
 

7.3 Singer Capital Markets’ Complaints Handling Policy and Procedure is reviewed annually, or 
more frequently as required, and a revised version of this Policy will be made available on 
Singer Capital Markets’ website (https://www.singercm.com/legal-regulatory/). 
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Head office 
1 Bartholomew Lane, 
London EC2N 2AX 

Main Reception: +44 (0)20 7496 3000 
Compliance: +44 (0)20 7496 3093 
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