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Convex Insurance UK Limited  

Our aim is always to provide You with the best possible service. If You feel that We have not 
provided that service or made an error, then please advise Us in the first instance. We will take 
Your complaint seriously and do Our best to investigate and resolve it as quickly as possible. We 
have established the following complaints handling procedure to ensure that this happens.  

Step 1 

Tell Us about it. There are different ways You can do that. 

1. Communicate with Your usual contact at Convex, Your Account Manager or Your Broker. Let them know that You are 
dissatisfied with the service You have received and tell them why. 

2. You can contact Us by email, telephone, or letter. 

Contact Our complaints’ team: 

Email: complaints@convexin.com  

Tel: +44 (0)20 3997 1153 

Convex Insurance UK Limited 
52 Lime Street,  
London EC3M 7AF,  
United Kingdom 

We will acknowledge Your complaint promptly and We will let You know who will be handling Your complaint and provide You with 
their contact details. 

Step 2 

We aim to resolve Your complaint as soon as possible. If it is complicated or We need to investigate the circumstances further, then 
We may not be able to resolve it straight away and it may take longer depending on its complexity. We aim to get You a final 
response within eight (8) weeks of receiving Your complaint. If We cannot do so, then We will tell You why it is taking more time and 
let You know what We are doing and how long We expect it will take to resolve. 

Step 3 

If You are not happy with Our response, or actions, and feel that the matter has not been resolved to Your satisfaction, then there 
are two options to take it further: 

1. You may be eligible to refer Your complaint to the Financial Ombudsman Service, the “FOS”. Please note that there are time 
limits within which You must contact the FOS. Convex Insurance UK Limited needs to give You their final response within eight 
(8) weeks of Your complaint, at the most, depending on what You are complaining about. You need to get in touch with the 
FOS within six (6) months of receiving Convex Insurance UK Limited’s final response to Your complaint. 

The Financial Ombudsman Service, 
Exchange Tower, 
London E14 9SR, 
United Kingdom 

Email:  complaint.info@financial-ombudsman.org.uk 

Website:  http://www.financial-ombudsman.org.uk  
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2. Alternatively, You may contact Lorraine Mullins, the Chief Compliance Officer of Convex Insurance UK Limited by email or letter at  

Email: lorraine@convexin.com or write to the following address: 

Convex Insurance UK Limited 
52 Lime Street, 
London EC3M 7AF, 
United Kingdom 

Our Commitment  

All complaints are reported to, and overseen by, the Chief Compliance Officer. If We get a complaint or have done something wrong 
or failed to do something well, We will do Our best to put it right and to learn from it by root cause analysis (this is where Convex 
Insurance UK Limited will sample a selection of complaints and what caused them then to address the causes of the complaints as 
explained further). We will make sure that We investigate and establish what went wrong and why. We will then work out what We 
need to do to prevent that happening in the future and consider whether any other customers could have been affected. Irrespective 
of whether We have had complaints We will report regularly on complaints and root cause analysis and remediation in Our 
management information to the executive management committees and to the Board of Convex Insurance UK Limited. 

mailto:lorraine@convexin.com


 

Convex Group is the trading name of Convex Group Limited, a company incorporated in Bermuda, and the ultimate parent company of the Convex Group of companies, which includes the following regulated entities:  

Convex Re Limited, a company incorporated in Bermuda which is licensed and supervised by the Bermuda Monetary Authority; Convex Insurance UK Limited, a company incorporated in England & Wales which is authorised by the 
Prudential Regulation Authority (PRA) and regulated by the Financial Conduct Authority (FCA) and the PRA; Convex North America Insurance Services LLC, a company incorporated in Delaware which is a  
US managing general underwriter and licensed excess and surplus lines insurance broker; Convex Europe S.A. a company incorporated in Luxembourg which is supervised by the Commissariat aux Assurances (CAA);  
and Convex Europe S.A. UK Branch which is authorised and regulated by the CAA and authorised by the PRA and subject to regulation by the FCA and limited regulation by the PRA. Details about the extent of its regulation by the 

PRA are available from us on request. 
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Convex Re Limited 

Point House, 6th Floor, 6 Front Street, 
Hamilton HM 11, Bermuda 

Convex Insurance UK Limited 

52 Lime Street, London, EC3M 7AF 

Convex Europe S.A. 

37 Boulevard Joseph II, 2ème étage, 
L-1840 Luxembourg, Grand-Duchy of Luxembourg 

Convex Europe S.A. UK Branch 

52 Lime Street, London, EC3M 7AF 

Convex Guernsey Limited 

Bucktrout House, Glategny Esplanade, St Peter Port, 
Guernsey, GY1 1WR 

Convex North America Insurance Services LLC 

47 Hulfish Street, Suite 310, Princeton, NJ 08542 

convexin.com 
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