Primak Complaints Policy
We want to deliver the best possible service, but if you’re unhappy about a financial product or service we provided, you have the right to raise a complaint. 
A complaint is any expression of dissatisfaction where you feel that we, or someone working on our behalf, broke an agreement, law, or code, treated you unfairly, or caused you harm or inconvenience.
A complainant is anyone who submits a complaint. This includes clients, beneficiaries, policyholders, payers, members of a pension or medical scheme, or anyone directly affected by our products, services, or marketing.
A client query is simply a request for information or help and is different from a complaint.
If we compensate you financially because of a mistake or unfair treatment, this is called a compensation payment. However, goodwill payments are separate – they are made to show goodwill without admitting liability.
If we reject your complaint, it means we’ve investigated and decided not to take any further action. If you don't agree with our decision, you can escalate it.
A reportable complaint is any complaint that isn't quickly resolved within five business days or where we had enough information to properly record it.
When we resolve a complaint fully or partly in your favour, and you accept the outcome, we consider the complaint "upheld."
An internal complaints review and escalation process is the system we have in place to manage unresolved or escalated complaints, overseen by a Complaint Dispute Facilitator — an independent and senior person in our organisation.
Purpose of this complaints policy
By law, we must have a proper complaints management framework to make sure complaints are handled fairly, promptly, and properly. This framework must suit the size, complexity, and risk profile of our business, and must not create unnecessary hurdles for complainants.
We are committed to fair, transparent, and efficient handling of complaints, and we regularly review our complaints process to make sure it remains effective.
Our approach to complaints management
· We ensure everyone in the business knows their role in managing complaints.
· We have fair processes for investigating complaints, setting realistic timelines, and keeping you updated.
· We keep detailed records of all complaints, monitor them for trends, and report to senior management and the board.
· We make sure you are informed clearly and promptly about the complaints process and the outcome of your complaint.
· We engage properly with relevant Ombuds and regulators when needed.
· We also monitor complaints involving our representatives and service suppliers.
We aim to resolve complaints practically, efficiently, and fairly. If needed, we may appoint an independent mediator to assist. If a complaint is decided in your favour, we’ll offer appropriate compensation without unnecessary delay.
We keep full records of all complaints for five years.
We also analyse complaints to improve our products, services, and processes and to prevent similar issues in future.
Responsibilities
The Board of Directors (or if there’s no Board, the governing body and key individuals) is responsible for complaints management. They oversee the complaints framework, and senior staff may handle escalation and reviews if needed.
Handling and deciding complaints
Anyone making decisions about complaints must be properly trained, knowledgeable, and impartial, with no conflicts of interest.
Complaints are categorised by type, such as complaints about product design, advice, service delivery, information provided, claims handling, or accessibility of financial products. This helps us track trends and improve.
Record keeping and monitoring
We keep detailed and secure records of every complaint, including:
· The complaint’s details and progress
· Evidence and correspondence
· Whether it was upheld or rejected
· Any compensation or goodwill payments made
· Data on complaints referred to an Ombud and their outcomes
This helps us manage risks and continuously improve client outcomes.
Escalation and review
If you’re not satisfied with how your complaint was handled, you can ask for it to be escalated for internal review. This will be managed fairly by the Complaint Dispute Facilitator.
Final decisions
When we resolve a complaint in your favour, we will act without delay to deliver any promised payment or action. If we reject your complaint, we will explain why and how you can escalate it. We also share the contact details of the relevant Ombud from the start and in all key communications.
Engagement with the Ombud and reporting
We work openly and honestly with Ombuds. We also learn from Ombud rulings and feedback to improve our practices. We aim to resolve complaints internally wherever possible, without blocking your access to an Ombud if you want to escalate.
We report complaints information to regulators and authorities as required.
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