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Zeal Capital Market (UK) Limited (“the Company”, or “Zeal UK”) is authorised and regulated 
by the Financial Conduct Authority (FCA). As a regulated firm, we have established the 
following procedure for handling complaints from our customers.  
 
If you are dissatisfied with our service and wish to make a complaint you should contact our client 
services team on +44 (0)20 7157 9968, or email support@zfx.co.uk. You can also write to us at Zeal 
Capital Market (UK) Limited, 25 Old Broad Street, London, EC2N 1HN, United Kingdom. Your complaint 
will be handled by someone who was not directly involved in the events about which you are 
complaining.  

 
We appreciate that from time to time, things can go wrong or there can be 
misunderstandings. We are committed to dealing with queries and complaints positively 
and sympathetically. Where we are at fault, we aim to put things right at the earliest 
opportunity.  
 
Our aim is to resolve complaints efficiently, fairly and promptly. Where we are able to 
resolve your complaint by close of business on the third business day following receipt we 
will provide you with a Summary Resolution Communication. This will inform you of how we 
consider your complaint to have been resolved, and that if you are subsequently dissatisfied 
with the resolution you may be able to refer your complaint to the Financial Ombudsman 
Service (Financial Ombudsman Service: our homepage). You would usually need to make a 
referral to the Financial Ombudsman Service within six months from the date the Summary 
Resolution was issued.  
 
If we cannot resolve your complaint within three days, or you remain dissatisfied, all the 
details relating to your complaint will be passed to our Compliance department for their 
attention. You will be sent a formal acknowledgement of your complaint within 5 working 
days of its receipt. The Compliance department, who can be contacted by email at 
complaints@zfx.co.uk, will investigate your dispute competently, diligently and impartially.  
 
It may be necessary to carry out further investigation and we may request additional 
information from you. If this occurs we may require up to 8 weeks from the date of receipt 
of your complaint before we respond to you. We will keep you informed of the progress of 
our investigation of your complaint.  
 
If we are unable to resolve your complaint within 8 weeks of receiving it, we will contact you 
to explain why, and let you know when we expect to be able to provide a Final Response, 
and that you may be able to refer your complaint to the Financial Ombudsman Service. In 
doing so, we will provide you with a copy of the Financial Ombudsman Service standard 
explanatory leaflet.  
 

https://www.financial-ombudsman.org.uk/
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If you are an elective Professional Client you may have the right to refer your complaint to 
the Financial Ombudsman Service (FOS), but you must do so within six (6) months of the 
date of the Final Response we send to you. If you do not refer your complaint in time, the 
Ombudsman will not have our permission to consider your complaint and so will only be 
able to do so in very limited circumstances.  
 
However, if you have per se Professional Client status or if you are an Eligible Counterparty 
then you will not have the right to refer your complaint to FOS.  
 
FOS will not consider a complaint until we have had the opportunity to review and respond 
to your complaint in line with the process set out above.  
 
Details of how you can contact the Financial Ombudsman Service will be supplied at the 
same time as our final response. You may request a copy of the explanatory leaflet from the 
Financial Ombudsman Service directly.  
 
In the event that Zeal UK falls into insolvency, the Financial Services Compensation Scheme 
(FSCS) is a potential resource for its Clients to seek redress. Whilst the Financial 
Ombudsman Service handles complaints against active firms, the FSCS steps in to pay 
compensation for negligence or breaches of duty once a firm is declared in default.  
 

• Compensation Limits:  
o The FSCS has its own compensation limits (£85,000 for Investment Firms such 

as Zeal UK) – see What we cover | Check your money is protected | FSCS. 
o The Financial Ombudsman Service (FOS) maximum compensation award 

limits increase annually with inflation, reaching up to £445,000 for complaints 
referred on/after April 1, 2025, regarding acts after April 1, 2019. For older 
cases or specific circumstances, lower limits apply, typically around £200,000. 
The FOS can recommend higher payments if deemed fair.  

 
 
The FOS can be contacted at:  

Financial Ombudsman Service  
Exchange Tower  
Harbour Exchange  
London E14 9SR  
Telephone: 0800 023 4567  
 

If you are telephoning from outside the UK: +44 20 7964 0500  
E-mail complaint.info@financial-ombudsman.org.uk  
Website: www.financial-ombudsman.org.uk  

 

 

 

https://www.fscs.org.uk/what-we-cover/
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