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I. Introduction
We define a complaint as a declaration expressing the client’s dissatisfaction with the
professional. A request for information, an opinion, a clarification or a service is not a complaint.
This procedure seeks to describe the procedure for collecting, processing and using complaints
lodged by unitholders of the funds managed by the Management Company, whatever the causes
and consequences of such complaints may be.
The aim is to ensure constant qualitative monitoring of the services and, where necessary, to
improve the services rendered.

II. Information on and access to the complaints handling system
Varenne Capital Partners informs unitholders of the funds it manages that they may lodge
complaints free of charge using the procedure set out in APPENDIX 1.
Information on the complaints handling system and how to access it can be found on the
Varenne Capital Partners website, including:
- how to contact Varenne Capital Partners, including the contact details (address, toll-free
number, etc.) of the person responsible for handling complaints and the relevant ombudsman;
- the deadlines for complaints handling set by Varenne Capital Partners;
- reference to the existence of the AMF Mediation Charter (APPENDIX 2).
Varenne Capital Partners acknowledges receipt of the complaint by the deadline it has set for
itself, unless the actual response is sent to the client within this timeframe.
It replies to clients’ enquiries about the status of their complaints.
It informs the client of the status of the complaint if, owing to exceptional circumstances,
Varenne Capital Partners cannot meet the deadlines it has set for itself.
If Varenne Capital Partners rejects or refuses to uphold all or part of the complaint, its response
to the client sets out the various ways in which the client could appeal, including the name and
contact details of the relevant ombudsman or ombudsmen.
In its letters to the client, Varenne Capital Partners takes care to prevent any possible
confusion between the name of the services and the independent mediation system.
Access to the complaints handling system is free, so no specific fees may be charged to the
client in relation to the complaints process.

III. How complaints are handled
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All employees of Varenne Capital Partners who are in contact with clients or receive client
requests undergo training allowing them to clearly identify any complaints received and use the
complaints handling process correctly.

A. Centralisation of complaints
A copy of all complaints from unitholders received by registered letter must be sent to the CCO,
regardless of their nature and impact.
The CCO must be provided with a written account of all complaints made orally by the person
who had the telephone call with the client so that the complaint can be handled.
This brief account must be sent to the CCO on the same working day.

B. Handling of complaints
A response must be issued to all complaints within a short and reasonable timeframe:
- receipt of the complaint must be acknowledged within 10 working days, unless the
actual response is sent to the client within this timeframe;
- the response must be sent to the client within two months of the date of receipt, except
where exceptional circumstances arise and are duly justified.
1. Preparing the response letter
The response to the complaint must be written in conjunction with senior management.
All complaints response letters must be signed by one of the directors.
The template in appendix III is an example of such a letter and it includes the mandatory
reference to the AMF ombudsman.
2. Sending the response to the client
The response must be made by registered letter with acknowledgement of receipt.
The response letter must be filed in the client’s dossier and a copy of the response must
be sent to the CCO.

3

Complaints Procedure

Indeed, the CCO’s remit includes monitoring the operational risks resulting from
inadequacies or failures that can be attributed to internal procedures, personnel and systems
or to external events.

IV. Monitoring and checking complaints handling
The CCO maintains an up-to-date record of all complaints filed with Varenne Capital Partners each
year in the form of an Excel file.

A. Analysis of complaints by the CCO
The CCO is responsible for analysing complaints and categorising them from a qualitative and
quantitative standpoint:
• complaint due to a one-off error
• complaint due to a failure in the IT system
• complaint due to an external service provider
• etc.
The CCO describes the accounting and operational effects observed in each case.

B. Reporting and action by the CCO
Two types of action are undertaken after the analysis described above:
•
•

one-off efforts to ensure that the client’s complaint has been duly resolved as quickly as
possible;
more analytical efforts aimed at offering a lasting solution to address the issue at its source,
e.g.:
1. maintenance (upgrade, correction, etc.) of the IT system;
2. amendments to internal procedures;
3. resolution of issues with third parties (service providers, brokers, etc.).

The CCO provides Senior Management with an annual summary of their observations and past or
ongoing actions in the form of an ad-hoc note and, where applicable, as part of the quarterly report
issued by the Compliance and Internal Audit Committee.
The Compliance and Internal Audit annual report records all failures identified through the
complaints process, indicating any measures that have been taken.
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APPENDIX 1
Complaints may be sent by post, free of charge, to the following address:

VARENNE CAPITAL PARTNERS
FAO Mr David Mellul
42 avenue Montaigne
75008 Paris, France
or by email to your usual contact person, or to:
contact@varennecapital.com
Varenne Capital Partners endeavours to acknowledge receipt of all complaints within 10 working days.
Complaints are processed within two months of the date of receipt. If specific circumstances mean that
it is not possible to meet this deadline, we will let you know.

Should you wish to object to the handling of your complaint, please contact the AMF ombudsman,
either by post:
AUTORITÉ DES MARCHÉS FINANCIERS
AMF Ombudsman
17 place de la Bourse
75082 Paris Cedex 02
or directly via the “Ombudsman” section of the AMF website (www.amf-france.org), where you will
also find the Mediation Charter.
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APPENDIX 2
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APPENDIX 3
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