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COMPLAINTS 
PROCEDURE



SUMMARY

1

Summary of the firm’s procedures for handling complaints 
relating to FCA-regulated business

If we are able to resolve your complaint to your satisfaction 
within three business days of receipt then we will send to 
you a written communication confirming that we consider 
your complaint to be resolved, known as a summary 
resolution communication.

§ If we are unable to resolve your complaint to your 
satisfaction within three business days of receipt then 
we will acknowledge your complaint formally within 
five business days after receipt.

§ We will then investigate your complaint promptly, 
fairly and consistently, in accordance with regulatory 
standards.

§ Once we have completed our investigation of your 
complaint, and within eight weeks of receipt, we will 
provide you with our final response.

§ If you are dissatisfied with our final response then you 
may refer the complaint to the Financial Ombudsman 
Service
(details of which are provided with the firm’s final 
response).

§ In exceptional cases, we may be unable to provide you 
with our final response within eight weeks of receipt of 
your complaint; in such cases, we will write to you to 
explain the reason(s) for this, and you may then 
proceed to refer your complaint to the Financial 
Ombudsman Service.

The Financial Ombudsman Service’s website address is: 
http://www.financial-ombudsman.org.uk/ 
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RISK WARNING: Trading financial markets on margin carries a high level of risk, and may not be suitable as losses can exceed deposits.

DISCLAIMER: Trading financial markets on margin carries a high level of risk, and may not be suitable as losses can exceed deposits. You should be aware and fully understand all 
risks associated with financial markets and trading. Prior to trading any products offered by ITI Capital Limited, you should carefully consider your financial situation and your level 
of experience and understanding. ITI Capital Limited assumes no liability for errors, inaccuracies or omissions and does not warrant the accuracy, completeness of information, text, 
graphics, links or other items contained within these materials. You should read and understand the Terms and Conditions on the ITI Capital Limited website prior to taking further action. 

ITI Capital Limited is a registered company in England and Wales (Registration No. 02926252), authorised and regulated in the United Kingdom by the Financial Conduct Authority 
(Registration No. 171487) and is a member of the London Stock Exchange and of ICE Europe. The registered address of ITI Capital Limited is Level 33 Tower 42, 25 Old Broad Street, 
London EC2N 1HQ, United Kingdom. 




