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Complaints Handling Procedure 
CIBC Capital Markets (Europe) S.A. 

Our aim is to establish a relationship based on trust by doing everything we can to provide you 

with a high-quality service. Your Relationship Manager is your dedicated point of contact at the 

bank, and can answer your questions and give you any details you may need. However, if despite 

our efforts you are not completely satisfied, you can find information on our complaints handling 

procedure below.  

Within 10 business days of receiving your complaint, CIBC Capital Markets (Europe) S.A. (CIBC) 

will send you either an acknowledgment in writing from the person responsible for handling your 

complaint, or where possible, CIBC will provide a substantive response. 

A senior member of staff together with the person given responsibility for responding to you will 

investigate the complaint promptly, thoroughly and impartially within a reasonable time and you 

will receive a response as soon as possible.  

To ensure a quick and efficient handling of your complaint, please provide your name, contact 

details, and the subject of your complaint. We will handle your request as soon as possible and 

we will keep you updated of your complaint’s progress. 

In the unlikely event that we are unable to resolve a complaint within one month we will advise 

you in writing why we are still not in a position to make a final response and when we expect to 

be able to do so.  

Complaints contact details 

CIBC Capital Markets (Europe) S.A. 

2C Rue Albert Borschette K2D1 L-1246 Luxembourg 

+352 27 00 4000 | Mailbox.CIBCEUComplaints@cibc.com 

Referral to the CSSF as alternative dispute resolution (ADR) authority in Luxembourg  

You can refer your complaint to the CSSF:  

By post at the following address: CSSF, Département Juridique - 283, route d’Arlon L-2991 

Luxembourg Grand Duchy of Luxembourg. 

• By email at the following email address: reclamation@cssf.lu 

• Or online on the CSSF website: https://reclamations.apps.cssf.lu/index.html  

 

Please note that the opening of an out-of-court complaint resolution procedure with the CSSF is 

subject to conditions. Further details are available here https://www.cssf.lu/en/customer-

complaints/  
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