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GMSA INVESTMENTS LIMITED 

COMPLAINTS HANDLING PROCEDURE 

1. Purpose 

This Complaints Handling Procedure sets out the arrangements maintained by GMSA 
Investments Limited ("GMSA") for receiving, recording, investigating and resolving 
complaints. 

GMSA is authorised and regulated by the Financial Conduct Authority (FRN 460724). 

GMSA provides investment services exclusively to Professional Clients and Eligible 
Counterparties. 

The procedure is designed to ensure that complaints are handled fairly, effectively, 
consistently and promptly in accordance with applicable FCA requirements. 

2. What is a complaint? 

A complaint is an expression of dissatisfaction, whether oral or written, relating to GMSA's 
provision of, or failure to provide, a financial service which alleges that the complainant 
has suffered or may suffer financial loss, material distress or material inconvenience. 

A complaint does not need to use the word "complaint" or follow any particular format. 

Where there is uncertainty as to whether a communication constitutes a complaint, GMSA 
will assess the communication in accordance with the applicable FCA rules. 

3. Who may make a complaint? 

Complaints may be made by clients, counterparties or other persons where permitted 
under applicable FCA rules. 

The regulatory requirements applicable to a complaint may depend on: 

• the complainant's status; 
• whether the complaint concerns MiFID or non-MiFID business; 
• the service or activity concerned; and 
• whether the complainant is an eligible complainant. 
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GMSA provides services to Professional Clients and Eligible Counterparties and does not 
provide services to Retail Clients. 

4. How complaints may be made 

Complaints may be made free of charge by: 

Email: arossetto@gmsauk.com 

or by post to: 

Compliance Officer 
GMSA Investments Limited 
Second Floor 
22 Conduit Street 
London 
W1S 2XR 
United Kingdom 

A complainant may also raise a concern verbally with a member of GMSA's staff. Where 
appropriate, the matter will be recorded and assessed to determine whether it constitutes 
a complaint. 

5. Information to provide 

To assist GMSA in investigating a complaint, the complainant should provide, where 
available: 

• name and contact details; 
• organisation; 
• relevant transaction or account details; 
• dates and details of the circumstances giving rise to the complaint; 
• relevant communications or documents; 
• details of any financial loss or other impact; and 
• the outcome sought. 

A complaint will not be rejected solely because the complainant has not provided all of 
this information. 

6. Recording and acknowledgement 

Complaints will be recorded in GMSA's complaints register. 

mailto:arossetto@gmsauk.com
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The register will contain appropriate information concerning: 

• the complainant; 
• the date received; 
• the nature of the complaint; 
• the relevant business area or service; 
• the person responsible for investigation; 
• actions taken; 
• the outcome; and 
• the date on which the complaint was resolved. 

GMSA will acknowledge complaints where required by the applicable FCA rules and will 
provide the complainant with appropriate information concerning the handling of the 
complaint. 

7. Investigation 

Complaints will be investigated fairly and objectively. 

The person responsible for investigating a complaint will consider, as appropriate: 

• the circumstances giving rise to the complaint; 
• relevant transaction records; 
• telephone recordings; 
• emails and electronic communications; 
• client instructions; 
• transaction confirmations; 
• settlement records; 
• applicable policies and procedures; 
• relevant FCA requirements; and 
• information provided by the complainant. 

Where appropriate, the investigation will be conducted by a person who was not directly 
involved in the matter giving rise to the complaint. 

GMSA will seek to identify and address any underlying issue that may have contributed to 
the complaint. 

8. Conflicts of interest 

GMSA will consider whether any actual or potential conflict of interest exists in connection 
with the investigation of a complaint. 
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Where appropriate, responsibility for the investigation will be allocated to an individual 
who is sufficiently independent of the matter complained about. 

Complaints will not be investigated solely by an individual whose own conduct or decision 
is the subject of the complaint where this would compromise the fairness or objectivity of 
the investigation. 

9. Final response 

GMSA will provide a written response within the applicable regulatory timeframe. 

Where the investigation cannot be completed within the applicable timeframe, GMSA will 
provide an appropriate written explanation and indicate when it expects to provide a 
further response, in accordance with the applicable FCA requirements. 

The final response will, where appropriate: 

• summarise the complaint; 
• explain the investigation undertaken; 
• set out the conclusions reached; 
• explain any remedial action or proposed resolution; and 
• provide information concerning any applicable escalation or referral rights. 

10. Financial Ombudsman Service 

The availability of the Financial Ombudsman Service depends on the complainant's status, 
the nature of the complaint and the applicable FCA rules. 

GMSA does not provide services to Retail Clients. 

Where a complainant is an eligible complainant and the relevant complaint falls within the 
jurisdiction of the Financial Ombudsman Service, GMSA will provide the information 
required by the applicable FCA rules concerning the complainant's rights to refer the 
matter to the Financial Ombudsman Service. 

Nothing in this procedure prevents a complainant from exercising any right available under 
applicable law or regulation. 

11. Senior management oversight 

Responsibility for oversight of GMSA's compliance with applicable complaints 
requirements is allocated to an appropriately senior individual. 
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Complaints information will be reviewed periodically by senior management. 

Material or recurring complaints may be escalated to senior management and may result 
in: 

• changes to policies or procedures; 
• additional controls; 
• staff training; 
• remediation; 
• client communication; or 
• other appropriate corrective action. 

12. Complaints reporting 

GMSA will maintain records and undertake regulatory reporting in accordance with 
applicable FCA requirements. 

Where applicable, complaints data will be reported to the FCA through the required 
regulatory reporting systems. 

GMSA will also comply with applicable requirements concerning publication of complaints 
data. 

13. Record keeping 

GMSA will retain records relating to complaints and their resolution for at least the period 
required by applicable FCA rules and other applicable legal requirements. 

Complaint records will be maintained in a manner that enables GMSA to demonstrate 
compliance with its complaints-handling obligations and identify recurring or systemic 
issues. 

14. Confidentiality and data protection 

Information relating to complaints will be handled confidentially, subject to applicable 
legal and regulatory requirements. 

Personal data obtained in connection with a complaint will be processed in accordance 
with GMSA's Privacy Notice and applicable data protection legislation. 
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Information may be disclosed where required or permitted by law or regulation, including 
to the FCA, law enforcement authorities, courts, professional advisers or other competent 
authorities. 

15. Review of this procedure 

This procedure will be reviewed at least annually and following material changes to 
applicable regulatory requirements, GMSA's business activities or its complaints 
experience. 

GMSA Investments Limited 
22 Conduit Street 
London W1S 2XR 
United Kingdom 

Email: arossetto@gmsauk.com 

FCA FRN: 460724 
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