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Prepare your media�on request

The Ombudsman handles complaints and media�on requests in accordance
with law and equity, issuing recommenda�ons in order to reach out-of-
court se�lement and avoid legal proceedings. The media�on procedure is
set down in a charter and takes place in several stages.

To facilitate the handling of your case, you must prepare a wri�en complaint that is both
clear and precise. You should give

When submi�ng your complaint, you should include copies of any items that may be useful
to the Ombudsman when examining the case, notably your correspondence with the person
responsible for the damages you consider you have su�ered, as well as all suppor�ng
documents.

The evidence to be submi�ed to the Ombudsman varies depending on the nature of your
complaint. The table below lists the documents that will be useful for dealing with your
case. The list is indica�ve only, and you may send any other document you think relevant.
Likewise, when examining your case, the Ombudsman may ask more addi�onal materials. 

a full descrip�on of your case, together with a �meline, and the ini�a�ves you have
already taken

details of the amicable se�lement you wish to reach (cancella�on, execu�on,
compensa�on). In the case of compensa�on, provide an es�mate of the damages you
feel you have su�ered.

https://www.amf-france.org/en
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Documents to submit
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Your complaint Informa�on / documents to provide

A buy/sell order for a �nancial instrument is not executed properly.

You have a complaint about the Deferred Se�lement Service, SRD
(margin/rollover/purchase)

A trade is cancelled

A request to buy or redeem fund units or shares is not executed properly.

Your request to redeem fund shares/units is denied.

ISIN code of the �nancial instrument (2 le�ers and 10 digits,
shown on your execu�on advice or por�olio statements)

security account agreement

your instruc�ons (screen dumps, fax, post code)

execu�on advice and/or por�olio statements showing the
disputed transac�ons

security account agreement

email/le�er /telegram from the �nancial intermediary with a
margin call

account statements

your rollover instruc�ons

security account agreement

transac�on notes and/or por�olio statements generated by the
cancella�on

cancella�on request, screen dumps

ISIN code of the �nancial instrument

your purchase/redemp�on instruc�ons

transac�on notes and/or por�olio statements

ISIN code of the �nancial instrument

your instruc�ons
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Your complaint Informa�on / documents to provide

You are not provided with informa�on about a material change in the
characteris�cs of a fund you have invested in.

You receive a personal recommenda�on about a �nancial instrument
transac�on or an investment service that does not comply with your aims,
�nancial situa�on and experience in the �eld of �nance.

The �nancial instruments you invested in on the advice of your usual
�nancial intermediary or a direct seller have fallen in value.

You are charged fees that do not match the general terms and condi�ons of
business you received.

When a �nancial product (structured fund, EMTN, etc.) matures, you
receive an amount that is inconsistent with what was shown in the
documenta�on supplied when you invested.

Your request to transfer or close your security account or personal equity
plan is not executed on �me.

You are not informed beforehand about a corporate ac�on (eg share
contribu�on/exchange in a tender o�er, exercise or sale of pre-emp�ve
rights in a capital increase).

ISIN code of the �nancial instrument,

details about the change that led to the dispute.

client ques�onnaire �lled in by you (if not, any evidence that
the �rm/en�ty in ques�on had informa�on about your aims,
�nancial situa�on and experience in the �eld of �nance)

documenta�on received along with the recommenda�on,
subscrip�on form

client ques�onnaire �lled in by you (if not, any evidence that
the �rm/en�ty in ques�on had informa�on about your aims,
�nancial situa�on and experience in the �eld of �nance)

documenta�on you received prior to the investment,
subscrip�on form, signed contracts

general terms and condi�ons of business of the �rm/en�ty in
ques�on

security account agreement, management agreement (if any)

ISIN code of the �nancial instrument

documenta�on provided when you invested

subscrip�on form

account statement showing the disputed entry

your transfer/closing instruc�ons

security account agreement

security account agreement

por�olio statement showing the securi�es concerned by the
corporate ac�on
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Your complaint Informa�on / documents to provide

The instruc�ons you gave about a corporate ac�on are not executed
properly.

Financial instruments, or cash from the sale of them, are delivered late.

Buy/sell entries are recorded on your security account with no prior
instruc�ons from you.

An asset manager carries out a transac�on that does not comply with the
investment objec�ve in the mandate.

 Subscribe to our alerts and RSS feeds

security account agreement

your instruc�ons

corporate ac�on no�ce received beforehand

transac�on report and/or account statements

ISIN code

your instruc�ons

account statements showing the disputed transac�ons

por�olio statements showing the disputed entries

investment mandate

por�olio statements showing the disputed transac�ons
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Legal informa�on: 
Head of publica�ons: The Execu�ve Director of AMF Communica�on Directorate. Contact:
Communica�on Directorate – Autorité des marches �nanciers 17 place de la Bourse – 75082 Paris
cedex 02


