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1. Purpose and Objective 

Europe Arab Bank plc (“EAB” or “the Bank”) Complaints Handling Policy (the “Policy”) is 

based on the Financial Conduct Authority’s Principles 1, 2, 3, 6, 7 and 8.   

Even the best organisations can make mistakes or fail to meet a customer’s expectations in 

some way. The purpose of this policy is to provide the Bank with the opportunity to put 

things right as quickly as possible, to do even better for the customer and to add further 

value to its products and services.  Accordingly, the Bank seeks to be in compliance with 

the FCA’s Complaints Handling Rules – DISP 1 Treating Complaints Fairly. 

DISP 1 requirements involve carrying out a series of defined actions to ensure that each 

customer who expresses dissatisfaction with the Bank’s products and/or services is treated 

in a fair and transparent manner and that their complaint is acknowledged, handled, 

impartially investigated and resolved correctly to provide a good customer outcome.   

The objective is to ensure all the Bank’s staff consistently show that the fair treatment of 

customers is at the heart of our business model.   

By mandating how the Bank is expected to interact with a customer to address and resolve 

their complaint, the FCA and the Bank are upholding TCF principles to be fair, clear and not 

misleading in practice. 

 

2. Policy Scope 

This Policy applies to all employees including temporary workers, consultants and 

contractors, and to all activities impacting customers that is undertaken by EAB staff in the 

UK and its overseas branches.   

Whether a complaint is resolved verbally or otherwise at the time, shortly thereafter or after 

a lengthy investigation, all complaints must be recorded and a written communication 

issued to the customer. 

 

3. Roles and Responsibilities 

3.1 All staff 

This Policy is applicable in any situation in which any member of staff receives a complaint 

of any kind from a customer. A complaint may be received via any medium and in any 

circumstances.   

All staff are responsible for: 

 the identification of complaints; 

 reporting complaints to Compliance upon identification; 

 resolution of the complaint. 

 

3.2 Compliance Department 

The Compliance Department is responsible for: 

 maintaining the Complaints Register; 
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 liaising with the Business / Relationship Owner to provide assign responsibility for 

managing complaints; 

 provide guidance on individual complaints; 

 oversight of the investigation; 

 approval of customer communications; 

 monitoring of adherence to response deadlines; 

 compiling and submitting the Complaints Reporting to the FCA; 

 management and responses for FOS investigations; 

 provision of training for staff as appropriate for their responsibilities; 

 reporting complaints management information to the Executive Risk and 

compliance Committee (ERCC) and to the Board Audit Risk Committee (BARC). 

 

3.3 Oversight of EAB’s Compliance with DISP 1 

In compliance with DISP 1.3.7R the Head of Compliance has responsibility for oversight of 

the Bank’s compliance with DISP 1. 

 

3.4 Consequences of Non Compliance 

Any failure to comply with this Policy could potentially expose EAB, its staff and the wider 

Arab Bank Group to regulatory, reputational and financial risk.  

Failure to comply with this Policy by staff of EAB may, therefore, be regarded as grounds for 

disciplinary action, up to and including dismissal. 

 

4. Definition and Scope 

4.1 What is a Complaint 

For the purposes of this Policy, a complaint is defined as: 

 any oral or written statement of dissatisfaction, whether justified or not, from or 

on behalf of a person, about the provision of, or failure to provide a financial 

service or a redress determination which alleges that the complainant has 

suffered (or may suffer) financial loss, material distress or material inconvenience. 

In addition to the above definition of a complaint; a MiFID related complaint is a complaint 

about: 

 the provision of investment services or ancillary services to a client by an 

investment firm; 

 the provision of one or more investment services to a client by a CRD credit 

institution;  

 selling structured deposits to clients, or advising clients on them, where the sale 

or advice is provided by an investment firm or a CRD credit institution. 
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4.2 Eligibility 

All EAB customers have the right to make a complaint.  Should a customer not be satisfied 

with the outcome of the investigation into their complaint the FCA specifies that some 

customers are also eligible to refer their complaints to the Financial Ombudsman Service 

(FOS); such customers are known as ‘eligible complainants’. 

 

4.3 Eligible Complainant 

An Eligible Complainant is defined as one of the following: 

a) private individual; 

b) small business, which has a group turnover of less than £1million at the time the 

complainant;  

c) charity which has an annual income of less than £1million at the time the 

complainant refers the complaint to the firm; 

d) trustee of a trust which has a net asset value of less than £1million at the time 

the complainant refers the complaint to the firm; 

e) in respect of MiFID related complaints, an eligible complainant includes retail 

clients, professional clients and (in relation to eligible counterparty business) 

eligible counterparties. 

In cases where the Bank receives a complaint from a Non-Eligible Complainant, for example 

a corporate client outside the above definition, the complaint will be handled in accordance 

with the same procedure as for eligible complainants, the only difference being these 

clients do not receive the same protections from the FCA as eligible complainants. 

 

5. Policy Requirements 

EAB will establish procedures and controls to ensure compliance with the following 

requirements for all complaint types including those relating to MiFID related activity. 

 

5.1 Responsibility Designation 

EAB must appoint an individual, who is carrying out an FCA governing function, to have 

responsibility for oversight of the Bank’s compliance with DISP 1. This responsibility is 

allocated to the Head of Compliance. 

 

5.2 Consumer Awareness 

EAB must establish documented procedures for the prompt handling of complaints. 

EABs complaints procedure document must contain: 

 the contact details of the complaints management function; and 

 details about the Financial Ombudsman Service (including the Financial 

Ombudsman Service’s website address). 
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The Complaints Procedure must be made available to customers in writing upon request 

and when acknowledging all complaints.  

The Complaints Handling Procedures must be published: 

 on its website; and 

 in the general terms and conditions of its contracts with eligible complainants. 

 

5.3 General handling of complaints 

Procedures must be defined, implemented and maintained that ensure: 

 complaints are handled promptly; 

 complaints can be made free-of-charge;  

 complaints can be made through any medium, including in person, by telephone, 

email and fax; 

 the investigation into the complaint includes identifying root causes, wider issues 

of root causes (including error-handling), and implementing corrective actions to 

address root cause issues; 

 where error handling issues are identified, actions are implemented to remedy 

customers who were disadvantaged but who did not complain. 

In addition, specifically for MiFID related complaints: 

 responsibility for the investigation of complaints must be assigned to a dedicated 

function. In EABs case this is the Compliance function; 

 complaints and complaint handling data must be analysed to identify and risks or 

issues. This responsibility is assigned to the Compliance function. 

 

5.4 Complaints Investigation 

Once a complaint is received it must be investigated competently, diligently and impartially. 

The customer must be provided with: 

 a prompt, consistent and fair assessment of the complaint; 

 a decision on whether the complaint is upheld or not; 

 an offer of remedial action or redress as appropriate; and 

 in addition, for MiFID related complaints, an explanation whether it has reasonable 

grounds to be satisfied that another respondent may be solely or jointly 

responsible for the matter alleged in the complaint. 

Where an offer of remedial action or redress is accepted this must be completed promptly. 

Where a complaint is referred to FOS, the Bank must cooperate fully with the FOS and 

comply promptly with any settlements or awards made by it. 
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5.5 Resolution Timeframes 

EAB will establish procedures to ensure compliance with DISP resolution requirements and 

timeframes for: 

 customer acknowledgement; 

 communication timeframes and content; 

 timescales for completion of investigation; 

 eligibility status and rights of referral; 

 final response content and notifications. 

 

5.6 Regulatory Reporting & Publication 

EAB must submit data to FCA twice a year covering: 

 total number of complaints received by the Bank and the cause of complaint; 

 number of complaints that were closed or upheld within different periods of time; 

 total amount of redress paid by the Bank in relation to complaints upheld and not 

upheld respectively. 

Additionally for MiFID related complaints: 

 information about such complaints received from retail clients, professional 

clients, and (where relevant) eligible counterparties rather than eligible 

complainants. 

Additionally EAB must publish a summary of complaints data on its website if 500 or more 

reportable complaints are received per 6-month period, and confirm the accuracy of the 

published data to the FCA. 

 

6. Complaints Management Information and Reporting 

Complaint numbers, root cause analysis and any remedial recommendations will be 

reported by Compliance to the Executive Risk and Compliance Committee (ERCC) on a 

monthly basis and to the Board Audit Risk Committee (BARC).  The reports will include any 

cases taken up by FOS, outcomes and actions taken to address identified weaknesses. 

 

7. Compliance Monitoring 

Appropriate risk-based compliance monitoring will be established to test compliance with 

this Policy. 
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8. Independent Audit 

Regular independent audits of the businesses’ complaints handling processes will be 

conducted to assess the effectiveness of, the Complaints Handling Policy and related 

procedures. 

 

9. Record Keeping 

Appropriate records must be maintained: 
 

All complaints received and action taken must 

be maintained: 

 For 5 years for MiFID related complaints; and  

 3 years for all other complaints  
 

from the date the complaint was received 

Records of Complaints training conducted 

which include the names and business units of 

attendees and dates and locations of the 

training: 

 5 years from the date of the training 

 

Regulatory reporting:  5 years from the date of the report 

 

Records retained must be legible, auditable and easily retrievable.  

 

10. Policy Governance & Ownership 

This Policy is owned by the Head of Compliance and approved by the Executive Risk and 

Compliance Committee and the Board Audit and Risk Committee. 

This Policy will be reviewed on an annual basis and on any significant changes in legislation, 

regulation, rules or industry guidance. 

Any gaps in compliance with this Policy & the associated procedures must be reported to 

the Head of Compliance upon identification. 

 


