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Complaints Handling Procedure

Introduction
This document sets out the Complaints Handling Procedure for the Broadstone group of companies.

Anyone can raise a complaint. However, in most cases, we expect the complaint to come from a
Broadstone Client or someone acting on their behalf.

If you are a member of a pension scheme for which Broadstone provide services to the trustees, formal
complaints are typically dealt with under the scheme’s Internal Dispute Resolution Procedure (IDRP). If
you raise a complaint with us in these circumstances and we are unable to resolve the matter informally,
your scheme’s IDRP will apply.

Data Protection Complaints

We are committed to protecting personal data in accordance with applicable data protection legislation,
including the UK General Data Protection Regulation (UK GDPR), the Data Protection Act 2018 and the
Data (Use and Access) Act 2025 (DUAA). A copy of our Privacy Notice can be found here:
https://broadstone.co.uk/privacy-notice/

A complaint relating to how we collect, use, store, share or otherwise process personal data will be treated
as a data protection complaint and handled in accordance with this procedure and applicable data
protection requirements.

This includes complaints relating to:

the exercise of your data protection rights (e.g. access, rectification, erasure);
concerns about data accuracy or misuse;

how your personal data has been processed or shared; and

data security incidents or breaches (where appropriate).

Individuals also have the right to raise concerns with the Information Commissioner’s Office (ICO) in
relation to the handling of their personal data. Further information on how you can do this can be found
below.

Making a Complaint

Complaints may be made in person, by telephone, e-mail or letter. Whilst every effort will be made to take
the details of a verbal complaint, providing your complaint in writing can help us respond more effectively,
particularly if the complaint involves a potential financial loss, or refers to significant distress or
inconvenience.

If your complaint relates to personal data or data protection, please make this clear when submitting your
complaint where possible. This will enable us to ensure it is handled in accordance with the relevant legal
and regulatory requirements.

Our service level

In all our contact with our Clients we aim to be polite and professional. For security and training
purposes, we may monitor or record phone calls.

If your complaint is in relation to a service received from a third party, for example a provider of a
product that we have recommended to you, we will forward your complaint to that third party and we
will confirm to you that this has been done and tell you their contact details.
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Complaints may involve complex financial and legal issues, but we always try to set out our views
clearly, in plain English and without using jargon. We will always take account of what you tell us about
the case.

Dealing with a Complaint
Who will investigate my complaint?

Your complaint will be handled by someone with the appropriate authority and expertise. Where
necessary, they will be independent and will not have been directly involved in the issue being investigated.
The complaints handler will issue a response and/or final decision letter on the basis of their findings.

Where a complaint relates to data protection, it will usually be escalated to, or handled in conjunction with,
our Privacy Officer to ensure compliance with applicable legislation.

How will we reach our decision?

Our general approach is to look at complaints on a fair and reasonable basis. This means that we will
take into account any relevant law, code of practice, regulatory rule, the Financial Conduct Authority
(FCA), the Financial Ombudsman Service (FOS), The Pensions Ombudsman (TPO) guidance, and
industry best practice when coming to our decision. Where there is a dispute of fact, we will assess
the available evidence and determine what most likely occurred, based on the balance of probabilities.

At the outset of the investigation, we will ensure you are provided with contact details of the person at the
firm you can contact directly if you have any questions regarding the complaints handling process or the
progress of the investigation into your complaint.

If, having investigated all the issues, we conclude that your complaint should be upheld we will seek
to offer you redress which is appropriate to the complaint and your circumstances. This often means
putting you in the position you would have been in if the issue had not occurred but occasionally a non-
monetary form of redress may be more appropriate.

Data Protection Complaint Handling

Where a complaint relates to data protection, we will ensure it is handled in accordance with all
applicable legal and regulatory requirements.

Where Broadstone acts as a Data Controller, we will investigate and respond to the complaint in line
with this procedure. Where we act as a Data Processor, we will notify the relevant Data Controller
without undue delay and provide such assistance as required under applicable data protection
legislation to enable the Data Controller to meet its obligations. In such circumstances, we will only
communicate directly with you where we are authorised or instructed to do so by the Data Controller.

Where your complaint involves the exercise of statutory rights, we will comply with the relevant
statutory timescales (typically one month from receipt, subject to any permitted extensions). Where
matters are complex or require additional time, we will inform you of the reasons for the delay and keep
you updated on progress, providing a final response as soon as reasonably practicable.

Where a complaint contains multiple elements (for example, data protection and IDRP or other service-
related concerns), these may be subject to different statutory or regulatory timeframes and may
therefore be progressed and responded to independently by the relevant teams. Where this applies,
we will explain this to you at an early stage, including how your complaint will be handled.

Where a complaint raises a potential personal data breach, it will be escalated and managed in
accordance with our Data Breach procedure, including consideration of whether notification to the ICO
is required.
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What happens if | don’t agree with your decision?

Once you have received our final decision letter, if you are unhappy with our decision, then you may
be able to refer the complaint to an appropriate independent third party. Further information, along
with their contact details are shown below.

Normally, if we don’t hear from you within eight weeks of our final decision letter, we will assume you
are satisfied with our response, and we will therefore close the complaint file.

Referral to an appropriate Independent Third Party

We will endeavour to resolve your complaint as promptly as possible and, where applicable, within
eight weeks of receipt. Some complaints, including those relating to data protection, may take longer
depending on their complexity, but will be progressed without undue delay and you will be kept
informed.

If your complaint remains unresolved after eight weeks, or you are unhappy with our final decision letter,
you may have the right to take it directly to an appropriate supervisory authority for independent review.
Depending on the nature of the service provided by us, this may be the FOS, TPO, or the ICO.

Please note that not all complainants are eligible to refer their complaint to an Ombudsman. Where we
think that you may not be eligible we will aim to bring this to your attention but, ultimately, it is for the
relevant third party to determine who is, and who is not, eligible for its service. If there is any doubt about
your eligibility we recommend that you seek clarification directly from the relevant third party.

Contact Details

Broadstone Financial Ombudsman Service

Compliance Manager Exchange Tower

100 Wood Street Harbour Exchange Square

London EC2V 7AN London E14 9SR

01527 598 688 / compliance@broadstone.co.uk / 0800 023 4567 / complaint.info@financial-ombudsman.org.uk
privacy@broadstone.co.uk (for data protection related www.financial-ombudsman.org.uk

matters)

www.broadstone.co.uk

The Pensions Ombudsman Information Commissioner’s Office
10 South Colonnade Wycliffe House
Canary Wharf Water Lane
London E14 4PU Wilmslow
Cheshire
SK9 5AF
0800 917 4487 | enquiries@pensions-ombudsman.org.uk 0303 123 1113
WwWw.pensions-ombudsman.org.uk Www.ico.org.uk
Your Feedback

We are regularly reviewing our Procedure to ensure that we provide an efficient and fair service to our
Clients. Your feedback is very helpful in enabling us to identify areas where we are getting it right and
other areas that need more work. If you have any comments about the way we have handled your
complaint, the standard and clarity of our correspondence, or any other aspects of your experience of our
service we would like to hear from you.
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