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Introduction 

SMARTfund Administration Ltd values include providing the highest possible standards of service to all clients at all times. 

Consequently, it is always disappointing when a client has cause to complain and we welcome the opportunity to resolve matters 

in a prompt and fair manner. Our aim is to resolve all complaints as soon as possible after we receive a client’s communication. 

If there is anything regarding our service with which you are not happy, please contact us either in writing (Head of Client 

Services – address at footer) or by email (clientservicesuk@praemium.com). We will always try to put matters right swiftly and 

most problems can usually be resolved within a few days. There may be times - if the investigation is complex and/or further 

enquiries have to be made - that the process takes longer. In these circumstances, we shall keep you informed of any progress. 

Investigating Your Complaint 

Our Client Services Department will initially deal with your complaint and will respond to you. There might be occasions when it 

is necessary to refer a complaint to our Compliance Department and, in these circumstances, you may receive a response from 

them. 

SMARTfund Administration Ltd will send you a written acknowledgment within 2 working days following the receipt of your 

complaint.  It is possible that your complaint will be resolved at this time. In some instances, we may need to ask you for more 

information so we can handle the matter more effectively.  If this is necessary, we shall do this in writing. When we have 

prepared our reply to your complaint, we shall write to you and this is known as a ‘Final Response Letter’. This letter will explain 

what our investigation shows and what action we propose to take. 

We shall keep you informed of the progress made in investigating your complaint. If we have not been able to issue a final 

response letter within eight weeks of receiving your complaint, we will write and explain the reasons for this and tell you when 

we shall be in a position to resolve your complaint.  

Financial Ombudsman Service (FOS) 

SMARTfund Administration Ltd business is covered by the Financial Ombudsman Service (FOS). You may be eligible to refer your 

compliant to the FOS if you are still unhappy when you receive the ‘final response letter’ or if you have not received the ‘final 

response letter’ within eight weeks of us receiving your complaint. You can ask us, at any time, to send an FOS leaflet to you. We 

will include a leaflet with our ‘final response letter’ or send you one if we are unable to resolve matters by the end of the eighth 

week following receipt of your complaint.  

If you want the Financial Ombudsman Service to look into your complaint, you must contact them within six months of the date 

of any final response issued. 

You can write to them at:  

The Financial Ombudsmen Service  

South Quay Plaza  

183 Marsh Wall  
London  

E14 9SR 

Alternatively you can phone 0845 080 1800. Further helpful information can be obtained from visiting the Financial Ombudsman 

web site at www.financial-ombudsman.org.uk  

Although we have categorised you as a retail client, you should note that if you would otherwise fall to be categorised as a 

“professional client” or “eligible counterparty” you may not have the right to refer your complaint to the FOS. 

http://www.financial-ombudsman.org.uk/

