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Policy on processing complaints from clients 

I. General 

Dorval Asset Management has implemented a complaints management system 

designed to handle complaints in an efficient, transparent and consistent manner, in 

accordance with applicable regulations. This system applies to Dorval Asset 

Management clients and any person with an interest in taking action, including those 

without a direct contractual relationship, regardless of their category. 

II. Definition 

Dorval Asset Management defines a ‘complaint’ as any statement of dissatisfaction 

made by a client or any person with an interest in taking action, including those without 

a direct contractual relationship with the company (former clients, holders of financial 

securities, persons who have requested Dorval Asset Management to provide a 

product or service or who have been solicited by a professional, including their agents 

and beneficiaries). Such complaints may be expressed by various means (verbally, by 

letter, by email or by telephone) and relate to a service provided by the Management 

Company or one of its service providers that is deemed not to comply with the 

commitments made, or that contains an anomaly likely to affect the relationship 

between Dorval Asset Management and its clients, or to create a financial and/or 

compliance risk for the company. 

A request for information, advice, clarification, service or provision is not a complaint. 

III. Handling of complaints within Dorval Asset Management 

Dorval Asset Management undertakes to handle all complaints in accordance with the 

following principles: 

• transparency towards the complainant, 

• free access to the complaint handling system, 

• objectivity, 

• appropriate response time depending on the complexity of the complaint (10 

working days to a maximum of 2 months from the date of submission of the 

written complaint, except in duly justified special circumstances). 

For any complaint, you can send a letter either to your usual contact person (within 

Dorval Asset Management) or directly to the Head of Compliance and Internal Control 

(RCCI) by writing to the head office of Dorval Asset Management at the following 

address: 
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Dorval Asset Management 

31, avenue Pierre 1er de Serbie  

CS71851  

75781 Paris Cedex 16, France 

 

The communication sent by the client must be in writing and clearly indicate that it is a 

complaint. 

We undertake to send you either an email or a letter of acknowledgement of receipt 

within a maximum of 10 working days from the date of dispatch of the complaint and 

to respond to you within a maximum of two months from that same date, except in duly 

justified special circumstances. 

IV. Mediation 

For any concerns or additional assistance, you may contact the AMF for discretionary 

management or the ACPR for life insurance. 

AMF contact details: 

Médiateur de l'AMF 

Autorité des Marchés Financiers 

17, place de la Bourse 

75 082 Paris cedex 

 

ACPR contact details: 

Banque de France 

Demande ACPR 

TSA 50120 

75035 Paris Cedex 01 

 

Computer-generated translation. In case of inconsistencies between this translation 

and the French version, the French version shall prevail. 


