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Our service commitment 

Where a concern cannot be resolved immediately 
or within 2 working days, we will aim to provide 
you with a response to your feedback within a 
maximum of 10 working days. 

However, if the matter on which you have 
contacted us is likely to take longer to investigate, 
we will tell you when you can expect to receive 
a response from us and in the meantime we will 
keep you informed of progress. Our final response 
will always be delivered within 8 weeks of your 
complaint. 

In the unlikely event that we are unable to resolve 
your complaint you may be entitled to refer the 
matter to the Financial Ombudsman Service. 

For more information visit 
www.financial-ombudsman.org.uk 

It's always good to talk 

If you have a question about our products or our 
service, or you are concerned about the way we 
have treated you, please tell us so that we can 
address the concern with you. 

You can call your Account Manager, or speak to 
our Customer Services Team, or use the contact 
form on our website, https://atradius.co.uk/
contact-us/ so we can get in touch with you. 

If you have an Insurance Broker, you can also ask 
them to contact us on your behalf 

https://www.financial-ombudsman.org.uk/
https://atradius.co.uk/contact-us/


Our Customer Services telephone lines are open 
9.00-17.00 Monday to Friday: +44 (0) 330 6780221 

The team can also be contacted by email at: 
cst@atradius.com. We will acknowledge your 
notification within 2 working days (typically same 
day response). 

You will be offered the opportunity to discuss your 
concerns with a member of our team. We will 
endeavour to resolve your concerns as quickly as 
possible and within 10 working days. 

In the interim we will ensure that you are updated 
regularly about any investigations. We will always 
confirm our decision in writing. 

The Financial Ombudsman Service 

In the unlikely event that we cannot resolve your 
complaint you may be entitled to refer the matter 
to the ombudsman. The Financial Ombudsman 
Service is free to use and provides access to 
fair and impartial dispute resolution between 
customers and UK based financial services firms. 

To clarify whether your business can access 
support, visit: https://www.financial-
ombudsman.org.uk/consumers/expect/who-we-
can-help

The ombudsman makes decisions based on what is 
deemed fair and reasonable in the circumstances 
of the case, taking account of relevant legislation, 
regulations, regulator's rules, guidance and 
standards and where appropriate, industry 
standards. 

Financial 

Ombudsman 

Service 

The Financial Ombudsman Service was 
established in 2001 and is empowered by the 
Financial Services and Markets Act 2000. 

Contact: 
The Financial Ombudsman Service, 
Exchange Tower, 
London, 

E149SR 

E: complaint.info@financial-ombudsman.org.uk 
T: 08000234567 

Typically, the ombudsman will expect 
complainants to have followed the complaints 
procedure of the firm against whom the complaint 
is being made. 

To notify Atradius of a complaint you should use 
the steps outlined in this brochure. 

mailto:cst@atradius.com
http://www.financial-ombudsman.org.uk/
mailto:complaint.info@financial-ombudsman.org.uk


Version 2 I 2024 

Connect with Atradius 

on Social Media 
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