
To us there are no foreign markets.™
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Complaints Handling Policy

Effective Date: October 2016.

1. Introduction

Your experience at Canaccord Genuity Wealth Management (‘CGWM’) is of the utmost importance to us - if we do not deliver the standard of 
service you expect or if we make a mistake, we want to know so that we can put things right as quickly as possible and make improvements to 
prevent them from happening in the future.

If you have a complaint about any aspect of our service you can contact us by telephone, writing, fax or by post.

Telephone: +44 20 7665 4500

Fax: +44 20 7523 4599

All calls will be recorded for compliance and training purposes.

Email: CGWM_UK@canaccord.com

Address: 41 Lothbury, London EC2R 7AE

To help us investigate and resolve your complaint as quickly as possible, please provide the following information: 

• Your name, address and account number

• A clear description of your concern or complaint

• Details of what you would like us to do to put it right

• Copies of any relevant correspondence, such as emails

• A daytime telephone number so we can contact you.

We will try to resolve your complaint immediately and with minimum inconvenience to you.

We have set out below how CGWM will handle your complaint and your further rights should we not be able to resolve the issue to your 
satisfaction. 

2. Procedure

•  We will make a record of your complaint

•  Where we are able to resolve your complaint by the close of three business days after we receive it, and we resolve it to your satisfaction, we
will issue a written summary of our findings and conclusion

•  Where we have not been able to resolve the matter, we will promptly provide a written acknowledgment of your complaint

•  Our acknowledgment will provide details of who will investigate your complaint,  their contact details and our understanding of your complaint

•  We will carry out a full, thorough and equitable investigation of your complaint using all reasonable means available

•  We will endeavour to provide a written response to your complaint within eight weeks of receipt. We will either accept your complaint and,
where appropriate, offer redress; or we will reject your complaint, explaining the rationale. You will also be notified if there are any reasons for
a delay in responding.

•  In our final written response, we will advise that you have the right to refer the matter to the Financial Ombudsman Service (F0S) should you
be dissatisfied with our outcome.
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3. Redress

CGWM will offer fair compensation for acts or omissions for which we are responsible.

4. Your rights

If you remain unhappy with our efforts to settle your complaint, you may refer the complaint to the Financial Ombudsman Service (FOS) who  
deals with unresolved complaints from eligible complainants. You must refer your complaint to FOS within six months of the date of our final 
response letter. 

If you do not refer your complaint in time, the Ombudsman will not have our permission to consider your complaint and so will only be able to do so 
in very limited circumstances. For example, if the Ombudsman believes that the delay was as a result of exceptional circumstances.

If your complaint is investigated by the Ombudsman, CGWM will co-operate fully with their enquiries.

The contact details for the Financial Ombudsman Service are:

Address: The Financial Ombudsman Service Exchange Tower, London E14 9SR

Telephone: +44 800 023 4 567

Email: complaint.info@financial-ombudsman.org.uk

Website: www.financial-ombudsman.org.uk 

Please check the FOS website to determine whether you are an eligible complainant.

We never want our clients to be unhappy, so if you do have any concerns please come and talk to us. We will always do our best to listen carefully 
so that we can work together to agree the right outcome.




