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1. INTRODUCTION 

IHS Markit Benchmark Administration Limited (“IMBA” or the “Administrator”) is authorised by 
the UK’s Financial Conduct Authority (“FCA”) as a Benchmark Administrator under the UK 
Benchmarks Regulation (“UK BMR”) and listed as authorised Benchmark Administrator on the 
FCA Benchmarks register. IMBA’s benchmark administration activities have been conducted in 
compliance with the IOSCO Principles for Benchmarks (“IOSCO Principles”) since 2014. 
In compliance with UK BMR and the IOSCO Principles, IMBA is responsible for the administration 
and calculation of benchmark families and therefore is the Administrator of each Index and, 
where applicable, associated Benchmarks within these families. More information and relevant 
documentation can be found on the Administrator’s website. 

This policy describes the procedures and mechanisms for receiving, investigating and retaining 
records concerning complaints about the Administrator and its financial and commodity benchmarks. 

2. BACKGROUND  

Benchmark stakeholders may from time to time contact the Administrator or its personnel to seek 
clarif ication about a benchmark determination including its underlying constituents; obtain a better 
understanding of a particular benchmark methodology; or question a particular benchmark 
determination including its underlying constituents. This interaction between the Administrator and 
stakeholders is invaluable. The Administrator maintains separate policies and processes for pricing 
challenges, restatements and corrections.  

We strongly recommend that any stakeholder that is not satisfied with any benchmark related service 
provision, in the first instance raise their concern with customer service, a customer representative or 
product management department before they decide whether a complaint is substantiated. If, after 
raising the issue with those representatives, a stakeholder is not satisfied with the provision of, or the 
failure to provide a Benchmark by the Administrator, it can submit a complaint.  Stakeholders who 
wish to make a complaint shall do so in accordance with this Complaints Handling Policy. Complaints 
will be resolved by the Administrator in accordance with those policies.  

3. SUBMISSION OF A COMPLAINT 

In order for a complaint to enter the formal complaints handling process, the complainant must record 
the complaint in writing, explaining as fully as possible the background to the complaint, and 
attaching all relevant materials or evidence where appropriate.  

The complaint should be sent to the administrator: 

C/O S&P Global  

FAO S&P Dow Jones Indices Compliance  

Ropemaker Place,  
25 Ropemaker Street 
London, EC2Y 9LY 

Email: spdji_compliance@spglobal.com   

Complaints may be submitted in relation to any aspect of benchmark administration by the 
Administrator, including: 

• Whether a specific benchmark determination is representative of market value; 

• On a proposed change to a benchmark determination process; 

• On an application of the methodology in relation to a specific benchmark determination; and 

• On other decisions in relation to the benchmark determination process. 

If  an employee of the Administrator (or an affiliate of the Administrator) receives an enquiry from a 
stakeholder which is not formally stated to be a complaint but could be regarded as such, the 
employee should make the stakeholder aware of this Complaints Handling Policy. 

https://register.fca.org.uk/BenchmarksRegister/s/
https://ihsmarkit.com/products/benchmark-administration-uk.html
mailto:MarkitIndices.Complaints@ihsmarkit.com
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4. COMPLAINT HANDLING PROCEDURES 

Upon receipt of a complaint, S&P Dow Jones Indices Compliance officer will undertake the following 
steps:  

• Acknowledge receipt of the complaint in writing within 5 business days, including; 

➢ A summary of the complaint as understood by the S&P Dow Jones Indices Compliance officer; 

➢ A description of the complaint process including relevant timelines for responses; 

➢ The option to withdraw the complaint (for example if the complaint was sent in error or if it was 
based on a misunderstanding).  

• Document the receipt of the complaint in the Administrator’s Complaint Register; 

• Investigate the complaint in a timely and fair manner, ensuring the investigation is conducted 
independently of any personnel who may be or may have been involved in the subject matter of 
the investigation;  

• Determine whether further escalation to the Board of the Administrator or the Internal Oversight 
Committee (the “IOC”) is required; and 

• If  the S&P Dow Jones Indices Compliance officer determines that escalation is required, the 
complaint will be referred to and discussed with the Board of the Administrator or, if a Board 
member is the subject of the complaint, the IOC.  

The complainant will be advised of the final outcome of the investigation within 60 calendar days, 
unless such communication would be contrary to the objectives of public policy or the European 
Market Abuse Regulation (Regulation (EU) No 596/2014). If circumstances warrant a longer time 
period, the complainant will be informed.  

5. RECORD KEEPING  

All documents relating to a complaint, including those submitted by the complainant, will be retained 
for at least five years.  

6. REVIEW 

On an at least annual basis, a review of all complaints submitted under this policy to determine the 
existence of any trends, this review will be presented to the Board and IOC. This Complaint Handling 
Policy is reviewed on a periodic basis by S&P Dow Jones Indices Compliance.  
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mailto:spdji_compliance@spglobal.com
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NOTICES AND DISCLAIMERS  

©2023 S&P Dow Jones Indices. All rights reserved. S&P, S&P 500, SPX, SPY, The 500, US500 , US 
30, S&P 100, S&P COMPOSITE 1500, S&P 400, S&P MIDCAP 400, S&P 600, S&P SMALLCAP 600, 
S&P GIVI, GLOBAL TITANS, DIVIDEND ARISTOCRATS, Select Sector, S&P MAESTRO, S&P 
PRISM, S&P STRIDE, GICS, SPIVA, SPDR, INDEXOLOGY, iTraxx, iBoxx, ABX, ADBI, CDX, CMBX,  
MCDX, PRIMEX, HHPI and SOVX are trademarks of S&P Global, Inc. (“S&P Global”) or its affiliates. 
DOW JONES, DJIA, THE DOW and DOW JONES INDUSTRIAL AVERAGE are trademarks of Dow 
Jones Trademark Ho ldings LLC (“Dow Jones”). These trademarks together with others have been 
licensed to S&P Dow Jones Indices LLC. Redistribution or reproduction in whole or in part are 
prohibited without written permission of S&P Dow Jones Indices LLC. This document does not 
constitute an offer of services in jurisdictions where S&P Dow Jones Indices LLC, S&P Global, Dow 
Jones or their respective affiliates (collectively “S&P Dow Jones Indices”) do not have the necessary 
licenses. Except for certain custom index calculation services, all information provided by S&P Dow 
Jones Indices is impersonal and not tailored to the needs of any person, entity or group of persons. 
S&P Dow Jones Indices receives compensation in connection with licensing its indices to third parties 
and providing custom calculation services. Past performance of an index is not an indication or 
guarantee of future results. 

 

 


