
Learn how to effectively retrieve your funds from
regulated companies while understanding your rights
and the processes involved.

Recovering Money

from ACTIVE

REGULATED Firms
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How to Win Complaints Against Active Regulated Firms

A Step-by-Step Guide for Investors

Why Complaints Against Regulated Firms Are Different

If you’ve lost money with a regulated firm that is still active, your chances of

recovering that money are actually quite high—if you approach it in the right way.

Many investors assume that once they’ve lost money, it’s gone forever. But that’s not

true. In fact, regulated firms often pay out compensation quietly and quickly once a

complaint is presented correctly.

The key is knowing how to work within the system. The Financial Ombudsman

Service �FOS� exists to protect you, the retail investor, and the entire framework of

financial regulation is designed to bias the process in your favour. The problem is

most investors don’t know how to use that framework properly.

Step One � Write to the Compliance Officer

Your first move is to submit a written complaint to the firm’s Compliance Officer. This

is crucial. Don’t waste time arguing with your adviser or broker directly. If they

suspect you’re about to complain, they’ll try to discourage you. They might:

Make you feel guilty for “getting them into trouble.”

Persuade you to word your complaint in a way that weakens your case.

For example, if you say your complaint is simply about “losing money,” you’ve already

lost. Under FCA rules, poor performance alone is not grounds for a successful

complaint. You need to frame your case in terms of regulatory principles being

breached—not just market losses.

Step Two � Understand the Principles

This is where most investors stumble. The FCA Handbook is thousands of pages

long, filled with technical jargon and legal language. You won’t master it overnight.

But there are certain basic principles that all firms must follow when dealing with

retail investors.
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Some of the most common grounds for

complaint include:

 � The product didn’t

match your financial situation,

knowledge, or risk profile.

Unsuitable advice

 � The firm

failed to properly assess your

understanding or capacity for loss.

Inadequate risk assessment

 � You didn’t

receive clear, transparent, and fair

information.

Poor communication

 � The charges

were disproportionate to the service you

received.

Excessive or unfair fees

Even with the best intentions, most firms

trip up somewhere. And when they do, it

gives you grounds to claim.

Step Three � Issue a Subject Access

Request �SAR�

This is your secret weapon. Under GDPR

rules, you have the right to request all

personal data the firm holds on you. This

includes:

Your KYC �Know Your Client) forms

Risk profile assessments

Suitability questionnaires

Copies of contracts and agreements

Call recordings

Internal emails mentioning your account

Notes made by advisers or compliance

staff

This is a treasure trove of information.

It forces the firm to reveal everything

they have on file—and exposes

where they’ve slipped up. Even the

most professional firms make

mistakes, and once you see the

paperwork, those mistakes often

become obvious.

Step Four � The Firm’s Response

Once you’ve submitted your

complaint, the firm has eight weeks to

reply with a Final Response. If your

letter is strong, they may settle

quickly—especially if the amount is

significant. Remember, large firms

carry professional indemnity

insurance. That means the cost of

compensation isn’t fully borne by

them, but largely by their insurers.

For example, if your claim is

£200,000, the firm might only pay the

first £20,000 or £30,000 as an

“excess.” The rest is covered by

insurance. From their perspective, it’s

often easier to pay you out than to

drag things through the Ombudsman

process.
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Step Five � Escalate to the Financial

Ombudsman Service

If the firm rejects your complaint, don’t

panic. You now have six months to

escalate the case to the Financial

Ombudsman Service �FOS�.

This is where the pressure really ramps

up. Once a case is opened, the firm

must dedicate staff to handle it, respond

to queries, and send in documentation.

They also have to pay a case fee—

currently around £750—regardless of

whether they win or lose.

For the firm, every Ombudsman

complaint is costly and time-consuming.

For you, the burden is far lighter. That

imbalance gives you leverage.

Step Six � Negotiation and Settlement

Once you’ve escalated, it’s time to think

about negotiation. You’re not just filing a

complaint—you’re entering into a

bargaining process. Some useful tools

include:

 �

Settlement agreements where

neither side admits fault.

Without prejudice offers

 � Firms often prefer to

settle quietly without publicity.

NDAs �Non-Disclosure

Agreements)

 � A face-

saving way for the firm to pay you

back without formally admitting

liability.

Gestures of goodwill
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Firms don’t want Ombudsman cases on

their record. They have to disclose

complaint numbers in quarterly FCA

filings, and unresolved cases can hurt

their reputation. Often, they’d rather pay

you quietly than let things drag on.

Why Your Chances Are High

If you prepare your case properly, your

chances of success are extremely

strong. Why?

�� 

 Even minor slip-ups give you

grounds.

Firms often ignore regulatory

principles.

�� 

Advisers fail to fill out forms correctly or

miss key disclosures.

Documentation is usually poor.

��  If you

know how, you’re already ahead of the

curve.

Most investors never negotiate.

Combine those three factors with the

Ombudsman’s investor-friendly bias, and

you can see why I say: if you’ve lost

money with a regulated, active firm, you

probably have a valid complaint.

The Bottom Line

The regulated space is full of

opportunities for redress. But you have

to play the game properly. 

You’re not.

Don’t let your broker guilt-trip you. Don’t

frame your complaint around “losing

money.” 

Don’t assume you’re powerless against

a big institution.
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You have the law, the regulator, and the Ombudsman on your side. 

And if you approach it methodically—with the right documentation, the right

wording, and the right negotiation strategy—you stand a very good chance of

winning your case and recovering your losses.



Recovering MONEY FROM ACTIVE REGULATED
FIRMS...

Discover the essential strategies for reclaiming lost funds from active regulated

firms in this comprehensive guide. Learn how to navigate the complexities of

complaints, understand regulatory principles, and leverage your rights to

maximize your chances of success. With insider tips and practical steps, this

book empowers investors to turn setbacks into recoveries and hold firms

accountable.


