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How we deal with complaints

We take care to maintain high standards of service. Where we become aware of client
concerns or dissatisfaction we give priority to resolving the matter as quickly as possible
and to making sure that your concerns are handled fairly and within reasonable
fimescales.

Resolving your concerns

Upon receipt of a complaint we will do all we can to resolve your concerns within three
business days, and confirm this to you in writing. If you are dissatisfied with our resolution
you are enfitled to refer your complaint to the Financial Ombudsman Service (FOS),
contact details of which are set out at the bottom of this policy. The FOS welbsite has
further information that might be of help to you.

If, for whateverreason, we cannot resolve your concerns within our target of three
business days, we will write to you, normally within five business days, fo acknowledge
your complaint and to let you know when we expect to be able to send you a full
response.

A senior person, who, where possible, is independent of the case, will investigate your
complaint. You will be given their name and contact details.

When acknowledging your complaint, especially in the case of an oral complaint, we
will set out the nature of the complaint and may request further clarification if necessary.
Your complaint will be investigated using our files together with reports from other parties
if relevant. We may also write to you if further information is required. We will keep you
informed of the progress of the complaint investigation.

Responding to your concerns

After eight weeks, if a final response letter has not already been sent to you, you will
receive either:

e Afinal response letter detailing our conclusions and resolution to the complaint.
This letter will also confirm that if you remain dissatisfied with our final response you
may refer your complaint to the FOS. Note that if you do want to refer your
complaint to the FOS you must do so within six months of the date of our final
response letter, otherwise you would lose this referral right. A link to the FOS
standard explanatory on-line leaflet will be included with our response, if not
already supplied.

OR

e Aresponse that we are sfill not in a position o make a final response, giving the
reasons for the further delay and indicafing when we expect to be able to
provide a final response. This response will inform you that you may refer your
case to the FOS if you are dissatisfied with the delay. A link to the FOS standard
explanatory pn-line leaflet will be included, if not already supplied.

Please bear in mind that if your complaint involves information from third parties some

delays could be beyond our control. We will however, pursue information on a regular
basis.
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Complaints that may not be about us

In the event that we receive a complaint that is not about us, or our services, and
assuming that we can identify the firm to whom the complaint should be addressed, we
will carry out the following action:

o We will write to the firm concerned, explaining that we believe the complaint to
be theirs, and suggesting that they contact you, the client, directly.

o We will enclose a copy of the original complaint letter.

¢ We will write to you, the client, giving contact details of the firm, and invite you to
getin fouch with them. We will also enclose a copy of the letter we send to the
firm.

o We will copy the new firm in on this letter as well.

FCA definition of a complaint

“Any expression of dissatisfaction, whether oral or written, and whether justified or not,
from or on behalf of an eligible complainant about the provision of, or failure to provide,
a financial service (or a decision by a firm in relation to a consumer redress scheme)
which:

e Alleges that the complainant has suffered (or may suffer) financial loss,
material distress or material inconvenience; and

e Relates to an activity of your firm, or of any firm with whom your firm has some
connection in marketing or providing financial services or products, which
come under the jurisdiction of the FOS.”

We may sometimes receive a complaint which falls outside of the above definition —
sometimes referred to as non-regulatory complaints. Whilst these are not subject to the
FCA's complaints handling requirements, we will still handle these in an appropriate
manner. This will allow us to identify any underlying causes, fraining needs or areas for
improvement.

Mearns & Company first point of contact

Graeme Brown, Client Services Director

graeme@mearnscompany.com

0131 5547771

Mearns & Company, Anchor House, 112 Commercial Street, Edinburgh EHé 6NF

Financial Ombudsman Service
Address: The Financial Ombudsman Service, Exchange Tower, London, E14 9SR
Tel: 0800 023 4567 (this number is free for most people ringing form a fixed landline)

Email: complaint.info@financial-ombudsman.org.uk

Website: www.financial-ombudsman.org.uk

V1.7 April 2026


mailto:graeme@mearnscompany.com
mailto:complaint.info@financial-ombudsman.org.uk
http://www.financial-ombudsman.org.uk/

Closing complaints
We will regard your complaint as closed in the following circumstances:

¢ Once we have sent you a Final Response letter; or

e If you refer your complaint to FOS, when FOS inform us in writing that the complaint
has been closed; or

¢ Where you have told usin writing that you accept an earlierresponse that we have
sent to you.

We are commifted to ensuring that all complaints received are handled fairly, promptly
and consistently and that we identify and remedy any recurring or systematic problems,
as well as any specific problems identified by a complainant. We will continue to do all
we can to learn from the complaints we receive to improve our level of service to you in
the future.
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