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INTERNATIONAL REGION – Torus Insurance (UK) Limited / Torus Insurance 

(Europe) AG 

 StarStone is committed to ensuring that our customers and their appointed insurance 

brokers receive the best service possible from any and every company and department 

within the StarStone Group. 

 StarStone welcomes feedback from our customers and brokers, which will help us to 

maintain our performance in areas where we are doing well, and focus on developing 

where you may consider some improvement is needed. 

 Please do complete the feedback form attached and submit this by e-mail.  This may 

also be used to make a complaint to StarStone should you consider that StarStone has 

not lived up to expectations, and would like us to investigate your concerns in detail. 

StarStone Complaints Procedure 

 Any complaint will be acknowledged via letter or e-mail within five working days of 

receipt.  Where possible, a full response to your complaint will be issued within this 

timeframe. 

 If further investigation is required, your complaint will be acknowledged within five 

working days, and a full investigation will be undertaken to examine and assess the 

concerns that have been raised.  StarStone will then attempt to resolve the complaint. 

  If extra details are required, StarStone will contact you either by telephone or e-mail 

and will provide you with an update on the related complaint and a date by which we 

expect to be able to respond with a decision.  

 Starstone will respond to you with a final decision on your complaint within eight weeks 

of original receipt of your complaint. 

 If you are not satisfied with the decision made by StarStone, please feel free to write to 

our Regional Chief Executive, Demian Smith at 88 Leadenhall Street, London,  EC3A 3BP. 

 If you are still dissatisfied after speaking to our Chief Executive and feel the issue is still not 

resolved, you may be able to refer the complaint to the Financial Ombudsman Service 

(“FOS”), depending upon which StarStone entity your complaint relates to, and whether 

you are a private individual or a „micro enterprise‟.   

 The FOS is an independent service for settling disputes between businesses providing 

financial services and their customers.  Decisions are made by the FOS on the basis of 

what is believed to be fair and reasonable in the particular circumstances of every case 

that is dealt with.  

 The FOS can help with most complaints if you are: 
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o A consumer (i.e. a private individual) 

o A micro enterprise, being a company with an annual turnover of less 

than Euros 2 million, and which employs fewer than 10 people. 

o A charity with an annual turnover of less than £1 million 

o A trustee of a trust with a net asset value of less than £1 million 

 The FOS is only able to deal with complaints in respect of business transacted from the 

UK. 

 To contact the FOS, please write to: 

Financial Ombudsman Service 

South Quay Plaza 

183 Marsh Wall 

London 

E14 9SR 

 Further information about the FOS may be found on its website at www.financial-

ombudsman.org.uk  

 Following this complaints procedure will not affect your right to take legal action. 

 

http://www.financial-ombudsman.org.uk/
http://www.financial-ombudsman.org.uk/

