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Introduc0on  
LVC Central Ltd is authorised and regulated by the Financial Conduct Authority (“FCA”) in the United 
Kingdom number: 718938. We are required to have in place clear and effec0ve procedures for the 
reasonable and prompt handling of complaints. 

All of our clients are important to us, and we believe you have the right to a fair, swiR and courteous service 
at all 0mes. This document sets out the complaints handling procedures that we will follow in the event 
that you make a complaint.  

Defini0on of a Complaint  
For the purpose of FCA requirements on complaints procedures (FCA Handbook) a complaint is any 
expression of dissa0sfac0on, whether oral or wriYen, and whether jus0fied or not, from or on behalf of an 
eligible complainant about the firm’s provision of, or failure to provide, a financial services ac0vity.  

A complaint must involve an allega0on that the complainant has suffered, or may suffer, financial loss, 
material inconvenience or material distress.  

Does This Policy Apply to You? 
We will apply this policy to all of our customers or poten0al customers.  

How Can You Make a Complaint? 
You can make a complaint by any reasonable means – for example, leYer, email, telephone or in person.  

WriYen complaints can be sent to LVC Central Ltd, 2 Cosgrove Road, Old Stradord, 
Milton Keynes MK19 6AF. Telephone complaints can be made to 01908 262662.  

What Will We Do Once We Have Received Your Complaint? 
Your complaint will be referred to one of our directors, as soon as possible. 

We will promptly acknowledge your complaint in wri0ng. In this acknowledgement we will provide the 
name and 0tle of the person that is handling your complaint. This individual will have the authority 
necessary to inves0gate and seYle the complaint. We will also include a copy of this policy 

Inves0ga0ng and Resolving Your Complaint 
We will inves0gate your complaint fairly, consistently and promptly, determine whether the complaint 
should be upheld, and (if appropriate) determine remedial ac0on and / or redress. We will set out our 
conclusions in a final response to you.  

If we decide that redress is appropriate we will aim to provide you with fair compensa0on for any acts or 
omissions for which we are responsible. If you accept our offer we will promptly provide the compensa0on 
to you.  

Our Timetable for responding to You 
Once we have acknowledged your complaint we will keep you informed of our progress. Within eight weeks 
of us receiving your complaint we will send you either a final response or a wriYen response which:  
• explains why we are not in a posi0on to make a final response to you and when we might be expected to 
provide one;  
• informs you whether you are now en0tled to refer the complaint to the Financial Ombudsman Service 
(“FOS”) or our trade body, the BVRLA. 



The BVRLA  
Approved by Government as a Consumer ADR body under the Alterna0ve Dispute Resolu0on for Consumer 
Disputes (Competent Authori0es and Informa0on) Regula0ons 2015. Unresolved disputes may be referred 
to the BVRLA by you. We are bound to accept their decision. Details should be submiYed by email to: 
complaint@bvrla.co.uk. If you do not have access to email, details can be sent by post to:  
BVRLA 
Badminton Court 
Church Street 
Amersham 
HP7 0DD 

FInancial Ombudsman Service (“FOS”)  
If you are an eligible complainant you are able to refer a complaint to the FOS if you are not sa0sfied with 
the outcome of your complaint.  

Please remember that if you wish to refer a complaint to the FOS, you must do so within six months of 
receiving our final response.  

You should allow us to complete our internal Complaints Procedure before you refer your concerns to FOS.  

Closing Complaints 
We will regard your complaint as closed in the following circumstances:  
• once we have sent you a final response; or  
• where you have told us in wri0ng that you accept an earlier response that we have sent to you; or  
• if you refer your complaint to FOS, when FOS informs us in wri0ng that the complaint has been closed.  

LVC Central Ltd is commiYed to ensuring that all complaints received are handled fairly, consistently and 
promptly and that the firm iden0fies and remedies any recurring or systema0c problems, as well as any 
specific problems iden0fied by a complainant. We will con0nue to do all we can to learn from the 
complaints we receive to improve our level of service to you in the future.  

Ques0ons  
If you have any ques0ons about our complaints process, please contact us at 01908 262662, we are always 
happy to assist. 

LVC Central Ltd is a credit broker not a lender and is authorised and regulated by the Financial Conduct 
Authority -Reference number: 718938. We may receive a commission payment from the finance provider, 
one of our selected panel of funders. Terms and condiIons are available on request. webcars is a trading 
styles of LVC Central Ltd. Registered in England Number 3102865. Registered Office: 2 Cosgrove Road, Old 
StraUord, Milton Keynes MK19 6AF. BVRLA membership number: 2126


