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It is the aim of DSG Financial Services Ltd to provide a very high standard of service to every
client. It is important to us that all complaints are resolved as quickly as possible and to the
complete satisfaction of our clients.

This procedure explains how we will deal with any complaints. It also tells you what you can do if
you think your complaint has not been resolved to your satisfaction.

If you have a complaint about any aspect of our service then we would like to hear from you. You
can contact us by telephone or in writing and your complaint will be resolved by the appropriate
person in the shortest possible time.

To help us to investigate and resolve your concerns as quickly as possible, you should in the first
Instance contact the department with which you have been dealing.

To help us resolve your problem you should provide the following information:

Your full name and contact information

Full details of your complaint

Your agreement details

Details of what you would like us to do to put things right

Photocopies of any relevant paperwork

We will try to resolve your complaint immediately; however, sometimes this may not be possible.
In the unlikely event that we are not able to resolve your complaint by the end of the third
business day after it is received, we will keep you informed of the progress of our investigations
and provide our final response in writing providing our findings and the action to then take.

If you have arranged a regulated finance agreement with us and are not satisfied with our final
response, you may be eligible to refer the matter to the Financial Ombudsman Service. You must
do this within six months of our final response. When we send you our final response, we will
also provide you with a copy of the Financial Ombudsman Service's explanatory leaflet.
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The Financial Conduct Authority has issued a 37 week pause to the complaints process that

we must follow, where the complaint relates to motor finance agreements that included
discretionary commission arrangements. This has been introduced to allow the Financial Conduct
Authority to conduct a review and provide further guidance on how this type of complaint should
be handled.

If you complained to us about a discretionary commission arrangement on or after 17th
November 2023, we may not issue you with a final response to your complaint during the pause
period. Final responses to complaints are usually issued within 8 weeks from the date you made
a complaint to us. We will however continue to investigate such complaints and we will issue final
responses after the Financial Conduct Authority concludes its investigation, which is expected by
the end of September 2024.

If you have already made a complaint of this nature to us, and we provide you with a final
response to that complaint between the 12th July 2023 and 20th November 2024, you will have
longer to refer it to the Financial Ombudsman Service. Instead of 6 months from the date of
receiving our final response, you will have 15 months to make such a referral if you wish to do so.

For more information in relation to this please visit this link - FCA consumer webpage

We may forward your complaint to your finance lender to allow it to respond directly to you. In
some circumstances it may be more appropriate to contact your finance lender directly rather
than DSG Financial Services Ltd, which acts as a credit broker.

If you have any questions in relation to our Complaints Handling Procedure, please contact us
and we will be happy to assist you.

DSG Financial Services Limited, Unity House, Bird Hall Lane, Cheadle, Cheshire, SK3 OUX.
Phone: 0161696 0937- email: complaints@dsgfs.com



