
 
Complaints Policy 

 
 
Introduction 
 
Complaints inevitably arise in a service industry and as part of customer relations complaints, no matter how 
minor, should be seen as an opportunity to identify improvements in systems and services. This complaints 
policy (the “Complaints Policy”) provides information about any and all complaints (each a “Complaint”) made 
against TwinFocus Limited (“TwinFocus”). This Complaints Policy complies with the rules and guidance provided 
by the Financial Conduct Authority and as set-out in DISP 1.3.1 of the FCA Handbook. 
 
What is a Complaint 
 
A Complaint is defined as any oral or written expression of dissatisfaction, whether justified or not, from, or on 
behalf of, a person about the provision of, or failure to provide, a service that relates to the services provided 
by TwinFocus, which alleges that the complainant (the “Complainant”) has suffered, or may suffer, financial loss, 
material distress or material inconvenience.  
 
What is covered in this Complaints Policy? 
 
This Complaints Policy covers how complaints shall be dealt with in relation to the services provided by 
TwinFocus, and how complaints should be made about the services provided by TwinFocus. All complaints will 
be dealt with promptly in line with the procedures set out in this Complaints Policy. 
 
Making a Complaint 
 
All Complaints may be made free of charge and may be made by the following means:  
 
• telephone: +44 (0)207 789 0900 
 
• email: flavia.fasani@twinfocuscapital.com  

 
• In writing to our address below:  
 

TwinFocus Limited 
c/o Head of Compliance 
27 Ablemarle Street 
Mayfair, London, 
W1S 4HZ 
United Kingdom 

 
Please provide us with your name, address, contact telephone number and account reference number together 
with full details of your complaint. It is important to provide full details of the Complaint in order to allow us to 
properly assess the matter. 
 
Complaint Handling 
 
Upon receipt of a Complaint, TwinFocus shall promptly issue an acknowledgment letter. 
 
TwinFocus shall nominate an individual (be it a director, manager or employee or other) with sufficient 
experience, competency and authority to investigate a Complaint. This individual will be responsible for ensuring 
that a Complaint is recorded and handled promptly.  
 
Within four weeks of having received the Complaint, TwinFocus will send the Complainant either a final response 
or a further holding response, explaining why it is unable to provide a final response.  
 

mailto:flavia.fasani@twinfocuscapital.com


In the event that TwinFocus cannot send a final response to the Complainant within eight weeks of receiving a 
Complaint, it will provide a further holding response that stipulates the reasons for the further delay and 
indicates when it expects to provide a final response.  
 
If the Complainant is not satisfied by our final response, the Complaint shall be escalated to someone else at 
TwinFocus with higher standing that will not have been involved in the original matter. 
 
The Financial Ombudsman Service 
 
A Complainant may also have the right to take civil action or complain to the Financial Ombudsman Service 
(“FOS”) if they are not satisfied by our final response. We will send an explanatory leaflet about the FOS within 
eight weeks of receipt of the complaint or with our final response. The Complainant may have a right of 
complaint to the FOS within six months from the date of the final response letter.  
 
The FOS can be contacted at:  
 
The Financial Ombudsman Service  
Exchange Tower  
London  
E14 9SR  
Telephone: 0800 023 4567 and 0300 123 9123  
Email: complaint.info@financial-ombudsman.org.uk  
Website: www.financial-ombudsman.org.uk 
 
 
Confidentiality and Data Protection 
 
TwinFocus take confidentiality and data protection seriously. All information will be kept fully confidential in line 
with our data protection policies, and only be accessed by the relevant people involved in assessing the 
Complaint.  
 
Further Questions 
 
Should you require further clarification of our complaint handling procedure, please contact us using the details 
provided above.  
 
Policy Responsibility and Review 
 
The board of directors of TwinFocus are responsible ensuring that this policy is followed. The board of directors 
regularly reviews that Complaints are being dealt with in line with this policy. 
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