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1 Objectives and scope 

In accordance with the provisions of Articles 321-40 and 321-41 of the AMF's General Regulation, this LA 
BANQUE POSTALE ASSET MANAGEMENT (LBPAM) policy describes the process for handling all client 
information requests and client complaints, with a view to continuously improving the quality of the 
products and services offered to our clients. 

2 Who can contact us? 

Holders of shares or units in the funds managed by LBPAM may contact us with any questions or complaints 
relating to the management of the fund (performance, net asset value, regulatory documents, etc.). 

Clients to whom LBPAM provides an investment service may also contact us with any questions or 
complaints relating to the investment service. 

You may also contact LBPAM if you are not yet a client or shareholder/unitholder and would like more 
information about the products and services offered by LBPAM. 

In relation to complaints, a specific complaint handling system is in place and is described below in section 5. 

Your requests/complaints are handled free of charge. 

In relation to any complaints relating to a service provided by La Banque Postale, you can contact it: 

■ By email, visit the “Contact us” page of La Banque Postale’s website, under the heading “I wish to 
make a complaint”; 

■ By sending a letter to the address stated on your account statements or using the pre-paid 
envelopes provided to you; 

■ By calling the premium rate telephone number included on your account statements. 

3 How to contact us 

The contact method to be used depends on whether you are: 
■ an individual; 
■ an employee who has subscribed for an employee savings scheme; 
■ a legal entity or association. 

 Individuals 

Contact us by email demandeclientsparticuliers@labanquepostale-am.fr 

Contact us by post 

LBPAM 
Direction Du Développement des Marchés de Particulier 34 Rue de la 
fédération 
75015 Paris cedex 
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 Employees 

Contact us by email demandeclientsepargnesalariale@labanquepostale-am.fr 

Contact us by post 

LBPAM 
Epargne Salariale 
34 Rue de la fédération 
75015 Paris cedex 

 
 Legal entities 

Contact us by email demandeclientsinstitutionnels@labanquepostale-am.fr 

Contact us by post 

LBPAM 
Direction des ventes 
34 Rue de la fédération 
75015 Paris cedex 

In the subject line of your letter/email, it is important that you state the nature of your request using the 
following terminology: 

■ request for regulatory documents; 
■ complaint (dissatisfaction/discontent); 
■ other request. 

Furthermore, to improve our handling of your request, it is important that you tell us whether your 
subscription for one of our funds was made via an entity other than LBPAM, including La Banque Postale or 
any other distribution network. 

4 Handling times 

If you contact us by email, you will receive an acknowledgement that your request has been received. 

If you contact us by any other means, your request will not be acknowledged unless it involves a complaint: 
in such circumstances, an acknowledgement will be sent to you within 10 days unless you have already been 
sent a response to your complaint. 

Type of request Maximum time 
If your request relates to a 
regulatory document: annual 
financial statements, 
composition of assets at the 
end of the financial year, the 
statutory auditor's reports, 
the report of the fund's board 
of directors or executive 
board, prospectus, KIID, etc. 

8 business days to send the latest published documents 
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Your request relates to 
general information 

10 business days 

Your request relates to a 
complaint 

10 business days1 

Deadlines begin to run on receipt of the request by LBPAM. A system that timestamps requests is used to 
monitor compliance with these handling times. 

5 Handling of complaints 

What is a complaint? 
A complaint is a statement of a client's feeling of dissatisfaction towards a business. A request for 
information, an opinion, clarification, a service or benefit is not a complaint. 

Handling of the complaint 
Your complaint is handled by the Client Relationship Departments. 
LBPAM’s Compliance and Internal Control Department is involved in validating the response to your 
complaint to ensure that you are provided with an appropriate response that complies with regulations and 
respects your interests. 

What should you do if you are not satisfied with LBPAM’s response to your complaint? 
In the event that you disagree with the response provided, you may lodge an appeal with the LBPAM 
Compliance and Internal Control Department by writing to the following address: LBPAM, 34 rue de la 
Fédération, 75015 Paris 

You can also contact the AMF's Ombudsman free of charge. 

• In writing: 
Autorité des marchés financiers 
La Médiation 
17 Place de la Bourse 
75082 PARIS CEDEX 02 

• By e-mail: the mediation request form is available on the AMF's website 

http://www.amf-france.org/Formulaires-et-
declarations/Contact?lst_select_form_theme_id=mediation 

The AMF's website contains details of the procedures to be followed when requesting AMF mediation, some 
of which are set out below: 

http://www.amf-france.org/Le-mediateur-de-l-AMF/Presentation.html 
  

                                            
1 Except in specific circumstances duly justified by LBPAM. 

http://www.amf-france.org/Formulaires-et-declarations/Contact?lst_select_form_theme_id=mediation
http://www.amf-france.org/Le-mediateur-de-l-AMF/Presentation.html
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The AMF's Ombudsman may be contacted free of charge by any saver or investor, consumer or professional 
(company, association, pension fund or any other legal entity) that has an individual dispute with a financial 
intermediary or an issuer. 

 Which situations may give rise to mediation? 
The Ombudsman intervenes in any dispute that falls within the AMF’s jurisdiction: 

o the marketing of financial products; 
o asset management; 
o the transmission and receipt of stock market orders; 
o account-keeping services for security accounts or share savings plans, etc. 

 In what circumstances is the Ombudsman unable to intervene? 
The AMF's Ombudsman has no jurisdiction over tax matters, life insurance matters or banking transactions 
(savings accounts, term deposits, home savings schemes and loans). It also does not provide advice on 
individual investment opportunities or on whether a financial intermediary has made an appropriate choice. 
It will not intervene on matters that are the subject of legal proceedings. 

 Preliminary steps required 
Details of the complaint must be sent to the investment services provider or issuer in question in writing 
before a request for mediation is made. If no response is received within two months or if the response is 
unsatisfactory, you may contact the AMF's Ombudsman by post or email. It will then review your request. 

6 Protection of personal data 

Under the French data protection law no. 78-17 of 6 January 1978, as amended, personal data is required to 
be collected for the purpose of processing requests/complaints from clients, and that, accordingly, it will be 
processed by LBPAM. 

Such data may be used for purposes associated with the handling of the client’s request/complaint. It may 
also be communicated to third parties, where such communication is necessary in order to process the 
client’s request/complaint. 

The persons to whom the data relates have the right to be obtain details thereof from LBPAM 34 rue de La 
Fédération 75737 Paris Cedex 15, to require it, where applicable, to be rectified and to object to its use for 
direct commercial marketing purposes. 
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