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Complaints Handling Procedure 
 
Our commitment to you 
At Guardian Stockbrokers we are dedicated to providing you with the best available service at all times, 
however, we recognise that on rare occasions we may not meet the high level of expectation you have 
come to expect of us. 
 

Making a Complaint 
If you are dissatisfied with the service you have received or experienced, you are able to raise your 
complaint with your broker or director.  Alternatively, you are able to submit your complaint by letter, e-
mail, or by telephone to the Compliance Officer, at 
 
14 City Road,  
London, EC1Y 2AA. 
Telephone:  020 7638 6996  
Email:   info@guardianstockbrokers.com  
  

To help us investigate and resolve your complaint as quickly and efficiently as possible, please make sure 
you provide us with as much information as possible, including: 
 

 your name, and contact number (if different to those that we hold on file) 

 a description of the nature your complaint and the actions  you require us to take to correct 
matters 

 
The Compliance Officer, will provide you with a prompt written acknowledgement of the receipt of your 
complaint. 
 

Our Internal Complaint Handling Procedure 
Guardian Stockbrokers has an established an internal complaint handling procedure to ensure that your 
complaint is dealt with as promptly, efficiently and independently as possible.  
 
The details of your complaint will be thoroughly investigated by the Compliance Officer.  We usually aim 
to resolve issues within three business days.  However, where we are unable to do so, we will keep you 
informed of the progress of our investigation.   
 
We endeavor to provide you with a final response within eight weeks of receipt of your complaint and 
our final response will outline the following information: 
 

 a summary of our investigation and its findings 

 our decision as to whether uphold the complaint or not 

 if required, details of any financial redress or other actions to put things right 

 details of your rights if you are unsatisfied with our response to you. 
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The Financial Ombudsman Service 
The Financial Ombudsman Services (FOS) provides a free adjudication service, so if you're still not 
satisfied with our handling of your complaint or if we fail to provide you a final response within eight 
weeks, you are entitled to refer your complaint to the FOS.   
 
Please note that the FOS may only be able to help you once you've referred your complaint to us in the 
first instance.   In addition, you will have six months from the date our response to refer your complaint 
and if you do not refer your complaint within this time, we may not give consent for the FOS to review 
and assess your complaint. 
 
The FOS can be contacted at: 
 
The Financial Ombudsman Service  
Exchange Tower,  
London, E14 9SR 
 
Phone: 0300 123 9 123 
From outside the UK: +44 20 7964 1000 
 
Email: complaint.info@financial-ombudsman.org.uk 
For more information, visit:  www.financial-ombudsman.org.uk/ 
 
For further information regarding the Financial Ombudsman Service, there is an explanatory leaflet 
entitled Your Complaint and the Ombudsman which can be obtained by clicking here. 
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Guardian Stockbrokers Limited is authorised and regulated by the Financial Services Authority (No. 

492519). Registered office: 14 City Road, London EC1Y 2AA. Registered in England and Wales. Company 

No. 06756375.  

http://www.financial-ombudsman.org.uk/publications/consumer-leaflet.htm

