
 

 
 

Complaints Handling 
 

UBS Fund Management (Luxembourg) S.A. (the “Management Company”) has adopted a 
Complaints policy, which provides a common, clear and precise understanding of the way in which 
the Management Company handles investors' or clients' complaints, including a clear definition of 
the roles and responsibilities of the different stakeholders. 

The Management Company takes all complaints raised by investors seriously, gives them the 
highest attention and deals with them in an efficient and timely manner in the best interests of 
investors. 

Investors or clients are entitled to file complaints free of charge with the Management Company 
in an official language of their home country in writing, by post, by fax or by e-mail to the below 
contact details:  

UBS Fund Management (Luxembourg) S.A.  

Compliance department 
33A, Avenue J.F. Kennedy 
B.P.91, L-2010 Luxembourg 
Fax: 00 (352) 27 15 69 99 
Email : sh-ubsfml-compliance@ubs.com 

 
The Compliance department is in charge of handling and following- u p the complaint and will 
inform the investors or the clients about the name and contact details of the person 
responsible for following-up the complaint. The written acknowledgement of receipt, including 
name and contact details of the person in charge of the complaint will be provided to the investor 
within 10 (ten) business day after receipt of the complaint, unless the answer itself is provided to 
the investors or clients within this period. The complaint response must be provided without 
undue delay and in any case, within a period which cannot exceed one month between the date of 
receipt of the complaint and the date at which the answer to the investor was sent. Where an 
answer cannot be provided within this period, the investor or client must be informed of the reason 
of the delay and the date at which the answer is likely to be provided.  Where the complaint 
handling by the person in charge of the complaint did not result in a satisfactory answer for the 
investor or the client or, when no answer has not been provided to the investor or the client, the 
investor or the client is entitled to raise the complaint up to the Director in charge of the complaints, 
as follows: 
 
Director in charge of the complaints 
33A, Avenue J.F. Kennedy 
B.P.91, L-2010 Luxembourg 
dl-fml-co@ubs.com 
 
 

 
Out-of-court resolution of complaints 

 

UBS Fund Management (Luxembourg) S.A. 
Registered Office: 33A avenue J.F. Kennedy, B.P. 91, L-2010 Luxembourg 

Registre de commerce: Luxembourg B154210 
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If, the investors or the clients have not received an answer or a satisfactory answer from the 
Director in charge of the complaints within one month from the date at which they sent their 
complaint, they may refer the matter to the Luxembourg Regulator, Commission de Surveillance du 
Secteur Financier (CSSF) by using the form to be found on the following website (the investor will 
also find under this website inter alia the CSSF Regulation relating to Out-Of-Court Complaint 
Resolution and relevant CSSF Circulars): 

https://www.cssf.lu/en/customer-complaint/ 

 

This form may be sent to the CSSF by post, email or fax as follows: 

 
Commission de Surveillance du Secteur Financier 
Département Juridique CC  
283, Route d'Arlon 
L-2991 Luxembourg 
Email: reclamation@cssf.lu 
Fax: (+352) 26 25 1 – 2601 
 
The investor may file a request with the CSSF within one year after it has filed the complaint with 
the Director in charge of the complaints. 

 

Solely in the context of the Management Company, acting as manager of an Irish investment fund, 
in addition to all complaints handling procedures outlined in this document, the following specific 
complaints handling procedures should be noted, provided the complaint raised by an investor 
refers to an Irish investment fund. 

 

Under the Irish Consumer Protection Code (2012), all regulated financial services firms must have a 
complaints handling procedure in place. 

 

It may be appropriate for the investor to report his/her concerns to an appropriate external body 
such as the Financial Services and Pensions Ombudsman (the "FSPO") or the Competition and 
Consumer Protection Commission (the "CCPC"), as further outlined below.  

 

Such an external disclosure may be made when an investor: 

i. feels unable to raise their concerns internally; or 
ii. considers that insufficient action has been taken in response to his/her disclosure.  

 

 

The investor has the right to refer the complaint to the FSPO, which are statutory independent 
bodies. The FSPO deals with complaints against financial services firms. Complaints to the FSPO 
may be lodged via https://www.fspo.ie 

 

The CCPC's personal finance website also has a step by step guide to assist the reporting person 
wishing to make a complaint against a regulated financial service provider, which can be accessed 
via https://www.ccpc.ie/consumers/ and https://www.ccpc.ie/consumers/how-to-complain/ 
respectively. 

 

Please refer to the below website to get all the information needed: 
https://www.centralbank.ie/contact-us/make-a-complaint.  
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