
 

 

 

 

 

 

 

 

Group Complaints Handling Policy 

 

December 2017 

 

Version 2.0 

  



 

 

 
1. Background 
 
Divisa UK Limited, trading under the registered names of Equiti or Divisa Capital 
(Company Registered No. 07216039), is authorised and regulated by the Financial 
Conduct Authority (firm reference no. 528328), with its head offices’ registered 
address at 69 Wilson Street, London EC2A 2BB, UK. 
 
Divisa UK Limited (“Divisa”) takes great care to maintain high standards. When we 
become aware of complaints or concerns, we will seek to resolve matters as 
quickly as possible. Our procedures are designed to ensure that complaints are 
handled fairly and within reasonable timescales and are in compliance with the 
FCA rules contained in the DISP 1.1A handbook.  
 
1.1 Why Have a Complaints Policy and Procedure? 

An effective complaints management system is a proven way of maintaining and 
building relationships with the people on whom the business depends. 

Handling complaints well:  

▪ Demonstrates a commitment to our clients and other stakeholders;  
▪ Demonstrates commitment to providing the best possible service; 
▪ Demonstrates a commitment to treat our clients fairly; 
▪ Helps the firm to find out about things that have gone wrong (so they can 
be fixed); 
▪ Helps prevent things going wrong again.  

 

2. Divisa’s Complaints Policy  
 

Divisa views complaints as an opportunity to learn and improve for the future, as 
well as a chance to put things right for the complainant. 

Our policy is:  

▪ To provide a fair complaints procedure which is clear and easy to use for 
anyone wishing to make a complaint  
▪ To publicise the existence of our complaints procedure so that people 
know how to contact us to make a complaint  
▪ To make sure everyone at Divisa knows what to do if a complaint is received  
▪ To make sure all complaints are investigated fairly and in a timely way  
▪ To make sure that complaints are, wherever possible, resolved and that 
relationships are repaired 
▪ To gather information which helps us to improve what we do. 

1.2 Definition of a Complaint 

A complaint is any expression of dissatisfaction, whether justified or not, about 
any aspect of Divisa or our services.  In line with the rules laid down as part of the 



 

MiFID II regulation (contained in DISP 1.1A.9) which was effective as of 3rd January 
2018, complaints are now referred to as MiFID complaints and now also includes 
those ‘eligible complainants’ on-boarded under our Divisa Capital B2B business. 

1.3 Where Complaints Come From 

Complaints may come from “eligible complainants” or non-eligible complainants 
(see below) and from our businesses operating under the trading names of Equiti, 
which includes retail clients, or Divisa Capital, which is for the professional and 
Eligible Counterparty B2B business. 

A complaint can be received verbally, in person or by phone, or in writing 
(including by email) and from both existing and potential clients. 

This policy does not cover complaints from staff (unless such complaints are in 
relation to the staff member being a client of the firm), who should use Divisa’s 
Discipline and Grievance policies. 

1.4 What is an Eligible Complainant? 

▪ A “consumer” i.e. a natural person acting for purposes outside his trade, 
business or profession. An elective professional client that is a natural person 
(an individual) would fall within the definition of consumer. 
▪ A “micro-enterprise” being an enterprise that employs fewer than 10 
persons and has a turnover or annual balance sheet that does not exceed €2 
million 
▪ A charity which has an annual income of less than £1 million at the time the 
complaint is made 
▪ A trustee of a trust which has a net asset value of less than £1 million at the 
time the complaint is made. 
 
Whilst Divisa treats all complaints seriously it should be noted that professional 
clients that are not natural persons, such as institutional investors, do not fall 
within the definition of an eligible complainant and (as with other non-eligible 
complainants) will have restricted rights in that access to the Financial 
Ombudsman Service (FOS) is not available. 

1.4.1 Confidentiality 

All complaint information will be handled sensitively, telling only those who need 
to know and following any relevant data protection requirements. 

1.4.2 Responsibility 

Overall responsibility for this policy and its implementation lies with the 
Compliance Officer who is the designated Complaints Officer for Divisa. 

 
3. Our Complaints procedure 

 
▪ We will seek to resolve complaints as quickly as possible.  



 

▪ Whilst we aim to resolve your complaint within the first 24 hours, this may 
not always be possible. 

▪ Thereafter your compliant should be resolved within three business days 
when you will be provided with a communication to confirm the nature of 
the complaint and our resolution. This communication will include 
information about your right to escalate this matter to the Financial 
Ombudsman Service (FOS) if you are not satisfied with the resolution. We 
will provide you with contact details to approach the FOS. 

▪ If we have not resolved your complaint by the end of the third business 
day, or where you continue to be dissatisfied with our resolution, we will 
allocate the case to a senior individual who will investigate the complaint. 

▪ You will be given the name and contact details of the person dealing with 
your complaint. 

▪ The person investigating your complaint will be responsible for;  
● making a record of your complaint  
● issuing you with an acknowledgment of the complaint promptly 

following receipt.  
 

The acknowledgement will set out the nature of the complaint and may request 
further clarification. Your complaint will be investigated using our records 
together with reports from others if relevant. We may also write to you should we 
need further information. We will keep you informed of progress.  

We aim to resolve complaints, at the latest, within eight weeks. If, after eight 
weeks, a final response letter has not already been sent to you, you will receive:  

▪ A final response letter detailing our conclusions and resolution to the 
complaint. This letter will also confirm that, should you remain dissatisfied 
with the final response, you may refer your complaint to the FOS. This 
should be done within six months of the date of our final response letter, 
otherwise it is unlikely that the FOS will be able to consider the complaint. 
We will provide you with contact details to approach the FOS. 
OR 

▪ A response explaining that we are still not in a position to make a final 
response, giving the reasons for the further delay and indicating when we 
expect to be able to provide a final response; 

▪ The letter will also inform you that you may refer your case to the Financial 
Ombudsman Service if you are dissatisfied with the delay. A copy of the 
Financial Ombudsman Service leaflet ‘your complaint and the ombudsman’ 
will be enclosed.  

Where we need to obtain information from third parties there can be delays 
which are beyond our control. At all times we seek to resolve matters within eight 
weeks. We will keep you informed if there are delays.  

NOTE:  Business Day - a day (other than a Saturday or Sunday) on which banks 
generally are open for business in London. 
 
4. Record Retention 

Divisa will retain all records relating to clients MiFID complaints for a period of 5 



 

(five) years for complaints relating to MiFID business in compliance with the FCA 
rule contained in DISP Sch 1.2. 
 
If you have any questions about this procedure, please address all 
correspondence: For the attention of the Compliance Department at 
compliance@divisa.co.uk 

 

Review 

This policy is reviewed regularly and updated as required. 

Adopted on:  

Last reviewed: December 2017 
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