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Complaints Policy BMG Research Ltd

1. Purpose

From time to time, despite its greatest efforts, BMG Research Ltd (the “Company”) may receive complaints.
This policy is designed to highlight the importance of consistently handling complaints in a positive and
productive manner.

The Company recognises that it must handle each complaint promptly and fairly in line with the principle of
fair treatment of customers.

If the feedback or complaint is in relation to privacy or is GDPR-related, please review our Privacy Policy,
which can be found on our website: https://www.bmgresearch.co.uk/privacy/

2. Receiving a Complaint

Any party may provide feedback to any employee of BMG Research at any time about any aspect of the
company’s activities. Comments can be submitted in a variety of ways:

e By post: Managing Director, BMG Research, Ground Floor, Lancaster House, 67 Newhall St,
Birmingham B3 1INQ

e By e-mail: DataProtection@bmgresearch.com

e By telephone: 0203 01234 01 (During office hours)

All feedback, particularly that relating to a complaint, is dealt with sensitively and confidentially.

3. Complaints Investigation

The Company will assess any complaint made towards it fairly, consistently, and promptly, and will fully
document the complaint and its resolution.

When a complaint is received, the Company will acknowledge receipt and confirm that it will be dealt with
promptly.

The Company will then assess the complaint to determine whether it appears to have any merit. If the
complaint is found to be without merit, the complainant will be notified and the complaint closed. If the
complaint is found to have merit, an investigation process will be undertaken.
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If the investigation reveals culpability of any kind, the Company will take appropriate action consistent with
applicable laws, regulations, and Company policies and procedures.

The Company will maintain records relating to all complaints and their resolution.

4. Complaint Recordkeeping

Complaints will be recorded and stored for a period of 7 years. Details recorded will include:

e All documents and written communication relevant to the client complaint.
e Written summaries of any internal conversation concerning the client complaint.

e Written summaries or audio recordings of any telephonic conversations about the complaint with
the client.

¢ Documentation and summary of the resolution of the complaint.

5. Responding to the Complaint

The Company’s response to the complaint will include an explanation of the assessment. Where it was
determined that remedial action was appropriate, the response will detail the action that will be
undertaken.

The response will also include instructions on how to escalate the complaint if the individual is not satisfied
with the response or how the complaint has been handled.

6. Appeals

Appeals to the outcome of a complaint should be made within 7 working days to the appropriate staff
member (the person who dealt with the complaint). Appeals will then be passed to the Operations Director
for review.

If you are still unhappy with the outcome after the appeal, you have the right (within three months of
BMG’s final response) to ask The Market Research Society (MRS) to review the case. The MRS can be
contacted as follows:

Post MRS, 15 Northborough Street, London, EC1V 0JR
Telephone 0207 490 4911
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Email codeline@mrs.org.uk

7. Policy Governance

Responsibility for the Complaints Policy rests with the DPO. Duties include, but are not limited to:

e Ensuring that all staff in scope and appropriate external parties have read and confirmed their
acceptance of the latest version of this policy.
* Monitoring for legal, regulatory, or industry best practice developments in relation to this policy.

e Coordinating with senior management, IT, and legal counsel to communicate and review issues
related to this policy.

e Reviewing and updating this policy at least every 12 months, in order that it remains fit for purpose.

Exceptions to this policy shall be allowed only if previously approved by Company Directors.

This policy has been approved by senior management.
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