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Vistra Fund Management S.A. - Complaints Handling Policy Information for Clients 

About Vistra 
 
Vistra Fund Management S.A. ("VFM") is a public limited liability company (Société Anonyme) 
established under the laws of the Grand Duchy of Luxembourg and part of Vistra group. 
VFM is a management company (“Super Manco”) pursuant to Chapter 15 of the Law dated 17 
December 2010 relating to undertakings for collective investments and is also an alternative 
investment fund manager (“IFM”) pursuant to Chapter 2 of the Law dated 12 July 2013 and is under 
the ongoing supervision of the Commission de Surveillance du Secteur Financier (CSSF). 

Our Terms of Business 

It is important to us that our clients receive professional, high-quality service. If we do not meet 
your expectations, please let us know as soon as possible. We are committed to working with 
you to resolve any concerns you may have. 

Dealing with Complaints 
 

Below we outline how Vistra will manage any complaint it receives and the timeframes within 
which we will respond. 

A Complaints Officer of Vistra Fund Management S.A. supervises the services provided to each 
customer. Therefore, if you have any concerns arising from or in connection with the provision 
of our services, please address them initially to the responsible for the services you are 
receiving. 

If the matter is not resolved to your satisfaction, you may submit a written complaint to Vistra’s 
Complaints Officer. 

Vistra is committed to handling all complaints diligently, competently, transparently, and 
impartially. 

How to Submit a Complaint 

You may submit your complaint in any of the following ways: 

• By courier or post: Address your letter to the Complaints Officer at: 
Vistra Fund Management S.A. 
16, Rue Eugène RuppertL-2453 Luxembourg 
G.D. Luxembourg 

• By email: Send your complaint to:  complaints-vfm@vistra.com    

If the Complaints Officer is out of the office, an alternate director will respond on their behalf. 

 

Acknowledgement and Initial Response 

We will make every effort to resolve your complaint promptly. Within 10 working days of receiving 
your complaint, we will: 

• Send you a written acknowledgement. 

• Provide a copy of this Web site Complaints Handling Policy. 

• Confirm who will manage your complaint. 

• Inform you that you can expect a further update within one month of receipt. 
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Investigation Process 

Your complaint will be investigated fully and fairly by an appropriate party within Vistra. The 
investigation will be: 

• Impartial, competent, and diligent. 

• Conducted without involvement from any employee directly concerned by the complaint. 

We may: 

• Request additional information from you and provide a revised timeline for our next 
communication. 

• Offer a meeting if appropriate, followed by written confirmation of the discussion. 

 

Keeping You Informed 

We will keep you informed about the progress of your complaint, including any steps we take. If 
we need additional time, we will explain the reason and let you know when to expect our next 
update 

Final Response 

Once the investigation is complete, you will receive a formal written response. Where applicable, 
this will include details of any actions we propose or have already taken to resolve your 
complaint. We hope our final response will address the matter to your satisfaction. Our final 
letter will also explain that we will consider the matter closed unless we hear from you within 
eight weeks. 

If You Are Still Not Satisfied  

Our resolution does not meet your expectations; we encourage you to inform us. Should you 
wish to appeal against the outcome of your complaint or the manner in which it was handled, 
please submit a written appeal addressed to the Complaints Officer 

Complaints to the Regulator 

We are committed to resolving any dissatisfaction you may have with our services and hope to 
maintain a positive working relationship. However, if your complaint remains unresolved, or if 
you are not satisfied with our final response or the way your complaint has been handled, you 
may contact our regulator, the CSSF. Further information is available at the following link : 
Customer complaints – CSSF 

 

https://www.cssf.lu/en/customer-complaints/

