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Complaints 

We are here to help.
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Complaints 

We want to make sure you are aware of how we deal with any 
complaints you may have about the products or services we 
provide. 

Rest assured, we will: 

 treat you fairly

 respond promptly

 investigate your complaint impartially

How to complain 

You can complain however you feel comfortable: face to face, by 
phone, by letter, by e-mail or by chat to any contact in the 
investment banking division of UBS. 

What happens when you complain 

We will try to sort it out straight away 

We will look into what has happened. Most complaints can be 
resolved promptly, while others may be more complex and require 
some time to determine an outcome. We will always try to resolve 
complaints within 30 days. While some may take longer to 
resolve, we will always follow local regulatory requirements. 

We will contact you if we cannot sort it out quickly 

We will look carefully into the issues you raise. We might get in 
touch to make sure we understand your concerns and get more 
details. If you have any information that is relevant, please send 
details to the person you notified of the complaint. 

We will let you know what we decide to do 

For a complaint that requires investigation, we will let you know 
of our decision based on what we have found in the 
investigation. 

If we uphold your complaint 

We will let you know how we plan to put things right. This may 
include an offer which you can choose to accept or reject. 

We hope you will be happy with what we propose 

If you are not, you can use your internal escalation process and let 
your UBS representative know of your continued dissatisfaction 
with the outcome. 

If we reject your complaint 

We will explain why. If you do not agree with what we have 
found, you can use your internal escalation process and let your 
UBS representative know of your disagreement with the 
complaint being rejected. 

If you are not satisfied with the outcome you may refer your 
complaint to an applicable local alternative dispute resolution 
body or regulator. 

Information about us 

For information about UBS entities that carry out global markets 
business in Europe, the Middle East, North Africa and Hong 
Kong, please see our “Information about us” published at 
www.ubs.com/ibterms  
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