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1.1 Wharf Financial Services Ltd are commi@ed to providing products and services of the highest 
standard. If for any reason, you feel you are not en+rely sa+sfied with any aspect of our service, 
please let us know straight away.  

Our Complaints department will inves+gate your complaint competently, diligently and 
impar+ally.  

How to make your complaint: 

Firstly, let us know what has happened. You can call us, email us or write to us. Our contact 
informa+on is detailed at the bo@om of this document. 

We will need to know:  

● Your name and address.  
● Your agreement number or policy number as appropriate.  
● Details of how we can contact you.  
● A clear descrip+on of your complaint and whether any 3rd party is involved.  
● Details of what you would like us to do to resolve your complaint.  
● If appropriate, copies of any relevant suppor+ng documenta+on.  

2. What happens next? 

2.1 We will contact you within 3 working days to let you know we are considering your 
complaint and clarify any points where necessary. If we can resolve your complaint within 3 
working days, we will send you a Summary Resolu+on Communica+on. This is a wri@en 
confirma+on, which confirms that you made a complaint and that we now consider the 
ma@er resolved. 

2.2 If you subsequently decide that you are dissa+sfied with the resolu+on of 
the complaint, you may be able to refer the complaint to the Financial Ombudsman 
Service, the NACFB or the ICO, dependent upon the circumstances surrounding the 
case. 

2.3 We will indicate within the communica+on whether we consent to waive the relevant +me 
limits as set out in the FCA handbook (Dispute Resolu+on) if this is applicable. 

2.4 We will keep you regularly updated about what’s happening and discuss our findings. We will 
consider all the available evidence, the circumstances, relevant laws or regula+on, as well as 
guidance from the Financial Ombudsman Service where applicable. When we have 
inves+gated your complaint, we will write to you to let you know our final response. This 
detailed le@er will tell you what we have found, what we plan to do and how we came to our 
decision. If it is going to take us more than eight weeks to resolve your complaint, from when 
you first contacted us, we will update you on our progress and explain why it is s+ll ongoing. 
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2.5 If you are not sa+sfied with how we dealt with your complaint or you are not happy with our 
decision and wish to take it further, you may be able to contact the Financial Ombudsman 
Service (FOS) regarding your complaint provided that the complaint concerns a regulated 
ac+vity or you fall within the classifica+on of an "eligible complainant". FOS contact details 
are: 

2.6 Please be aware of the European Commission’s Online Dispute Resolu+on placorm (ODR) 
which allows you to make a complaint about online purchases through the placorm. This 
placorm may be used to facilitate resolu+on of disputes and sits alongside our exis+ng 
complaints procedure. For more informa+on [click here].  

Wharf Financial Services Ltd is registered in England and Wales No. 11312678. Registered office Turnpike House, 1208/1210 London Road, 
Leigh on Sea, Essex, England, SS9 2UA. Wharf Financial Services Ltd is a finance broker and not a lender. Any investment could go up or down. 

Applicants must be aged over 18. 
Our Financial Services Register number is 922029. Wharf Financial Services Limited is authorised and regulated by the Financial Conduct 
Authority. Their Financial Services Register number is 712700. You can check this on the Financial Services Register by visiting the FCA's 

website www.fca.org.uk/register or by contacting the FCA on 0800 111 6768.

Address:                           Financial Ombudsman Service (FOS)  
                                           Exchange Tower 
                                           London 
                                           E14 9SR 
Consumer helpline:       0800 023 4567 or 0300 123 9123 
Switchboard:                  0207 964 1000 
Fax:                                   0207 964 1001 
Email:                               complaint.info@financial-ombudsman.org.uk 
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