HYMANS
MAKING A COMPLAINT

ROBERTSON

We aim to provide you with a consistently high level of service. However, we realise that at times you may
feel that the level of service provided has failed to meet these high standards. To deal with these occasions,
we have put in place the following procedures which will enable you to make us aware of your grievance and

to help us to resolve it quickly and effectively.

Our complaint procedures operate in accordance with the requirements set down by the Financial Conduct
Authority/pension scheme’s dispute resolution processes and the Institute and Faculty of Actuaries.

We recommend in the first instance that you raise any complaint with your regular Hymans Robertson
lead consultant or the office that you have been dealing with as this will often be the quickest way to

resolve matters.

WHAT WILL WE DO?

When we receive any complaint, a member of
staff will be given responsibility for dealing with
it. This person will usually be a senior member
of staff and will normally have the authority to
deal with all aspects of the complaint.

We will determine if your complaint is regulated by
the Financial Ombudsman Service (FOS), The
Pension Ombudsman (TPO) or the Institute and
Faculty of Actuaries (IFoA) and respond
accordingly.

FOS Complaints

If your complaint is a FOS complaint, we will
acknowledge and endeavor to resolve your
complaint within three business days. If we are
unable to resolve the complaint during that time,
we will acknowledge receipt of your complaint
and respond within eight weeks. Our reply will
detail our understanding of your complaint, the
contact details for the person dealing with your
complaint and contact details for the Financial
Ombudsman Service.

Once we have completed our investigation we
will contact you with details of the outcome and
inform you of your right to contact the Financial
Ombudsman Service if you are unhappy with the
outcome of the investigation. You will have six
months from the date of our closing letter to refer
the matter to the Financial Ombudsman.

TPO Complaints

If your complaint is a TPO complaint, we will
respond in line with the scheme’s dispute
resolution process and keep you advised of our
investigation and next steps.

IFOA Complaints

If your complaint is an IFOA complaint, it will be
dealt with in accordance with the DPB Handbook.
The IFoA does not offer a compensation scheme
for Non-Mainstream Regulated Activities.

WHAT CAN YOU DO TO HELP?

It will help us to resolve the matter quickly if you
provide full details of your complaint and supply
us with any supporting information you may have.
Any original documents sent to us will be
photocopied and returned to you.

If a FOS Complaint, The FOS will not usually
consider a complaint unless we have had at least
eight weeks to investigate and respond. Therefore,
we would ask you not to contact the Ombudsman
until after eight weeks to allow us time to
investigate, or, once the investigation has been
completed and you are unhappy with our response.

ADDRESS OF THE FINANCIAL OMBUDSMAN
SERVICE

Financial Ombudsman Service Exchange Tower,
Harbour Exchange,

London, E14 9SR

T 08000234567

ADDRESS OF THE PENSIONS OMBUDSMAN
10 South Colonnade Canary Wharf,
London, E14 4PU

ADDRESS OF THE INSTITUE AND FACULTY OF
ACTUARIES

The DPB Manager Level 2

Exchange Crescent,

7 Conference Square,

Edinburgh, EH3 8RA,

T 0131 240 1300

dpb@actuaries.org.uk

Hymans Robertson www.hymans.co.uk

One London Wall, London, EC2Y 5EA

T 020 7082 6000

20 Waterloo Street, Glasgow, G2 6DB

T 0141 566 7777

6th Floor, 120 Edmund Street, Birmingham, B3 2ED
T 01212104333

Exchange Place One, 30 Semple Street

Edinburgh EH3 8BL

T 0131 656 5000

Hymans Robertson LLP is a limited liability
partnership registered in England and Wales with
registered number OC310282.

A list of members of Hymans Robertson LLP and
Hymans Robertson Financial Services LLP are
available for inspection at One London Wall,
London EC2Y 5EA, the firm’s registered office.
Authorised and regulated by the Financial Conduct
Authority licensed by the Institute and Faculty of
Actuaries for a range of investment business
activities.
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