COMPLAINTS PROCEDURE

Purpose

This notice sets out details of the complaints procedure which Personal Touch Debt Solutions operates to resolve complaints which the client may have with regard to the service provided. 

The client may make a complaint against the adviser or PTDS or a combination of both.

Procedure and method

Should the client wish to make a complaint about any aspect of the process involved in the initial meeting with the adviser or the service offered by Personal Touch Debt Solutions, they should contact us immediately.  They may do this by telephone, email or letter.

During the course of the investigation, further contact with the client and/or the adviser may be required.

Timescales

We will aim to resolve complaints at the earliest opportunity, under the following guidelines.  

1) We shall make an acknowledgement of receipt of their complaint within five working days.  Enclosed with this acknowledgement will be a copy of the Complaints Procedure

2) We shall aim to conclude our investigation and provide the client with a final response to their complaint within eight weeks.

3) Should we be unable to resolve their complaint within eight weeks we shall advise the client accordingly.  If they agree to an extension to these eight weeks, we shall also advise of them of their right to refer the matter to the Financial Ombudsman Service.  Contact details of the Financial Ombudsman Service will be provided at that time.

Conclusion of complaint

The final response will give a summary of the complaint, setting out the outcome of our investigation and our final view on the issues raised.  It will say whether we acknowledge there has been any fault on the part of our business.  It will also give details of any offer we are making to settle the complaint.  The client will also be sent a Financial Ombudsman leaflet and confirm their right to refer the dispute to the Financial Ombudsman Service within six months if they are unhappy with our response.

The final response will be sent in writing to the client.

Record keeping

We shall keep a record of the complaint made with an aim of ensuring standards are maintained at all times.

