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1.  Policy Statement

A complaint is any expression of dissatisfaction. LHCM takes customer complaints very seriously and strives 
to:

• Investigate each complaint competently, diligently and impartially;

• Assess each complaint fairly, consistently and promptly with respect to subject matter, whether it 
should be upheld and what remedial action or redress may be appropriate;

• Offer redress or remedial action when 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;

• Comply promptly with any offer of remedial action or redress accepted by the complainant; and

• Examine all feedback overall, to ensure that where improvements in customer service may be 
made, those improvements are implemented.

LHCM will endeavour to resolve all complaints within four weeks and to keep complainants periodically 
updated on the progress of their complaints.

2.  How Customers Can Make a Complaint

We hope that you will never have cause to complain. But if you want to, you can contact us at:

Compliance Officer
LHCM Ltd
30 Churchill Place, London, 
England, E14 5RE, 
United Kingdom

Tel: +44 (0) 203 670 9945
Email: compliance@lhcm.uk

The Financial Conduct Authority has laid down clear procedures about how complaints should be handled 
(www.fca.org.uk/consumers/how-complain), and as a regulated firm we adhere to these proceedings 
in the fulfilment of our business activities. Making a complaint will not affect your right to take legal 
proceedings.

http://compliance@lhcm.uk
http://www.fca.org.uk/consumers/how-complain
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3.  What happens with your complaint after LHCM has received it?

Upon receipt, your complaint will be forwarded to relevant staff who will investigate and assess your 
complaint diligently, fairly and promptly. We will acknowledge receipt of your complaint by email 
and provide you with a point of contact that will handle the matter. In most cases, we aim to conclude 
our investigation in less than four weeks, but it is possible that it may take longer than that. We will keep 
you updated on the progress of your complaint and communicate with you in accordance with the FCA's 
expectations. Once our investigation has been completed you will be sent a final response with our findings 
and the outcome of your complaint.

4.  If you are still not satisfied

Should you remain dissatisfied with our final response, you have the right to have your complaint reviewed 
independently by the UK Financial Ombudsman Service (“FOS”). You can contact this free service using 
the details below: 

Financial Ombudsman Service
Exchange Tower
London
E14 9SR

Tel: 0300 123 9123
Website: www.financial-ombudsman.org.uk

Please note that the FOS can only consider your complaint if you refer it within six months of the
date of our final response to you. 

http://www.financial-ombudsman.org.uk

