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1. Introduction 
Bee-Ethical Ltd (BEL) provides lottery management services and software to national charities, 
community interest companies (CICs) and not-for–profit organisations in the UK.  
 
BEL is licensed by the Gambling Commission as an External Lottery Manager (ELM) holding remote 
and non-remote Operating Licences to provide licensed External Lottery Management Services and 
Lottery Management Software. 
 
BEL also acts as an Electronic Money Distributor (EMD) under Modulr FS Limited (“Modulr”) a 
company authorised and regulated by the Financial Conduct Authority (FCA) as an Electronic Money 
Institution (EMI) (Firm Reference Number: 900573).  
 
This Complaints Handling Policy provides accessible guidance to staff on how customers can make a 
complaint relating to electronic money(“e-money”) services and/or gambling. The Policy 
accompanies the gambling (only) specific Customer Complaints and Disputes Policy; both of which 
include complaint handling procedures and timescales for responding as well as escalation pathways 
depending on the nature of the complaint.  
 
These policies ensures that, in all cases where a customer is dissatisfied with the way BEL have dealt 
with them or the services BEL have offered, there is a formal process for them to express this, and 
for BEL to take appropriate actions to resolve the issue. 
 
Where BEL fail to resolve an issue, customers may also have additional redress options through a 
third party. 
 
This Policy provides staff and any parties who may interact with customers on behalf of BEL with the 
formal process that BEL will follow to ensure that BEL customers and Modulr customers have access 
to the relevant redress process. 
 
Staff who do not follow this process, or who are found to be circumventing this Policy, may be liable 
to disciplinary action. 
 

2. Legal and Regulatory  
BEL recognises its responsibility and obligation to promote the Licensing Objectives of the Gambling 
Act 2005 and the Licence Conditions and Codes of Practice (LCCP) and help consumers make 
complaints that are in relation to the following licensing objectives: 

1. Keep gambling free from crime and from being associated with crime. 
2. Ensure that gambling is fair and open. 
3. Protect children and vulnerable people from being harmed or exploited by gambling. 

 
The Gambling Commission do not resolve or make decisions on complaints regarding gambling-
related transactions. 
 
If a customer, prize winner or consumer disagrees with BEL about the result of a gambling 
transaction, or about the service they have received from BEL then they should first complain to BEL. 
 
BEL acting on behalf of Modulr to distribute and redeem e-money must have effective and 
transparent procedures for the reasonable and prompt handling of complaints as they relate to 
payment methods such as direct debits offered by Modulr.  
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Depending on the nature of a complaint there are different escalation pathways which this Policy 
explains for example for gambling only related complaints there is escalation to an Alternative 
Dispute Resolution (ADR) service and for Modulr related complaints there is the Financial 
Ombudsman Service (FOS). 
 
There are also several similarities on how a complaint is treated for example a complaint may be 
made free of charge and does not need to be expressed in writing initially.  
 

Why Complaints Matter  
BEL treats complaints as: 

1. Early warning indicators of harm. 
2. Evidence of systems and controls failures. 
3. Signals of poor customer outcomes. 
4. A measure of culture. 

 
Poor complaints handling can trigger: 

1. Supervisory reviews. 
2. Section 166 Skilled Person Reviews. 
3. Variation or removal of permissions. 
4. EMI contract termination. 
5. Revoke of Gambling Commission licencing. 

 
Remember: complaints data is tracked as part of licencing obligations, management information and 
senior management expect root cause analysis for thematic trends. 
 

3. What is a complaint? 
Whilst BEL aim to provide a fast, efficient, and friendly service to all customers and ensure they are 
completely satisfied at all times it is inevitable that BEL may deal with complaints. 
 
BEL and Modulr define a complaint as any verbal or written expression 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: 
 

1. Alleges that the complainant has suffered (or may suffer) financial loss, material distress or 
material inconvenience. 

2. Relates to an activity of that respondent, or of any other respondent with whom that 
respondent has some connection in marketing or providing financial services or products, 
which comes under the jurisdiction of the FCA or the FOS. 

3. Relates to any aspect of the way the BEL conducts licenced and contractual activities, such 
as: 

a. The outcome of a gambling transaction. 
b. The way a gambling transaction has been managed. 
c. That concerns the way BEL carries out its business in relation to licensing objective.:  

 
A complaint can also be any verbal or written interaction from a customer stating that their rights or 
legitimate interests have been violated in relation to a possible breach of law by BEL or Modulr. 
 
A complaint does not need to: 

1. Use the word complaint. 
2. Be in writing. 
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3. Be addressed to a “complaints team”. 
4. Be reasonable or correct. 

 

Examples 
These ARE complaints: 

1. “You’ve frozen my account and no one is explaining why.” 
2. “This charge is unacceptable – I want my money back.” 
3. “I’ve emailed three times and been ignored.” 
4. “Your AML checks are discriminatory.” 
5. “If this isn’t fixed today I’ll go to the FCA.” 

 
These are NOT complaints (yet): 

1. “How long do withdrawals take?” 
2. “Can you explain this fee?” 

 
But: If dissatisfaction emerges → it becomes a complaint. 
 

4. Complaints Handling 
All customer facing staff are trained to record and escalate a complaint verbally or in writing.  
 
Complaints shall be submitted, handled, and responded to in English, unless use of another language 

is agreed with the customer. 

Handling of complaints is free of charge.  

BEL have established, implemented, and maintains effective and transparent procedures for the 
reasonable and prompt handling of any complaint.  
 
Such procedures:  

1. Allow complaints to be made free of charge by eligible and ineligible complainants by any 
reasonable means. 

2. Recognise complaints as requiring resolution.  
 
This may involve BEL further explaining the reason for our processes being as they are, offering 
refunds or reductions in further fees, or through good customer management.  

 
Identification 
Complaint can arrive via: 

1. Written letter. 
2. Email. 
3. Phone call. 
4. Social media. 
5. In-app message. 
6. Third party (e.g. consumer body). 

 
Golden rule: If it sounds like dissatisfaction, treat it as a complaint. 

 
Immediate Response 
First line staff must: 

1. Acknowledge the concern. 
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2. Avoid blame or defensiveness. 
3. Explain next steps clearly. 

 
Approved language example: “Thank you for raising this. I’m sorry for the frustration caused. I’ll 
make sure this is logged as a formal complaint and escalated so it can be reviewed properly.” 
 

Logging the Complaint 
Each complaint must be logged with: 

1. Customer identifier. 
2. Date and time received. 
3. Channel. 
4. Summary in neutral language. 
5. Alleged harm. 
6. Product/service involved. 
7. Staff ID for who is handling the interaction. 

 
Accuracy here is critical – logs are regulatory records. 
 
Staff must NOT 

1. Reject a complaint as “invalid”. 
2. Argue with the customer. 
3. Delay escalation to “fix it quietly”. 
4. Offer compensation without authority. 
5. Provide legal or regulatory opinions. 
6. Suggest the customer should not complain. 

 

5. Modulr related eligible complaints 
Once a complaint relating to e-money services has been received by BEL, it must: 

1. Investigate the complaint competently, diligently and impartially, obtaining additional 
information as necessary. 

2. Assess fairly, consistently and promptly: 
a. the subject matter of the complaint; and 
b. whether the complaint should be upheld ("upheld" refers to where BEL accepts the 

complaint and, where appropriate, offers redress, or where the investigation reveals 
a fault in a BEL or Modulr service or product; and 

c. what remedial action or redress (or both) may be appropriate; and 
d. if appropriate, whether it has reasonable grounds to be satisfied that another 

respondent may be solely or jointly responsible for the matter alleged in the 
complaint. 
 

Taking into account all relevant factors must: 
3. Offer redress or remedial action when it decides this is appropriate. 
4. Explain to the complainant promptly and, in a way that is fair, clear and not misleading, its 

assessment of the complaint, its decision on it, and any offer of remedial action or redress. 
5. Comply promptly with any offer of remedial action or redress accepted by the complainant. 

 
Factors that may be relevant in the assessment of a complaint under DISP 1.4.1R (2) include the 
following: 

1. All the evidence available and the particular circumstances of the complaint. 
2. Similarities with other complaints received by BEL.  
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3. Relevant guidance published by the FCA, other relevant regulators, FOS or former schemes. 
4. Appropriate analysis of decisions by FOS concerning similar complaints received by BEL. 

 
BEL should aim to resolve complaints at the earliest possible opportunity, minimising the number of 
unresolved complaints which need to be referred to the FOS. 
 

Summary Resolution Communications 
Where BEL can resolve a related eligible complaint within three business days, in addition to sending 
the complainant a ‘summary resolution communication’, staff must record the resolved complaint 
within BELs central complaints register as a complaint resolved within 3 business days.  
 
Once a complaint has been identified, staff will have three days to resolve the Modulr complaint 
with the customer so that the person making the complaint has clearly expressed that their issue is 
resolved.  
 
If after three days, the customer is still dissatisfied with the issue or has expressed that they wish for 
a complaint to be formally investigated, staff must escalate that complaint to Senior Management by 
the close of business on the third day. This allows BEL to record the complaint and follow the 
relevant and appropriate steps to ensure that the complaint is handled correctly. 
 
Where staff consider a complaint to be resolved under Summary Resolution Communication, BEL 
must promptly send the complainant a ‘summary resolution communication’, being a written 
communication from the respondent which: 

1. Refers to the fact that the complainant has made a complaint and informs the complainant 
that the respondent now considers the complaint to have been resolved. 

2. Tells the complainant that if he subsequently decides that he is dissatisfied with the 
resolution of the complaint he may be able to refer the complaint to FOS.  

3. Indicates whether or not the respondent consents to waive the relevant time limits in DISP 
2.8.2R or DISP 2.8.7R (Was the complaint referred to FOS in time?) by including the 
appropriate wording set out in DISP 1 Annex 3R. 

4. Provides the website address of FOS.  
5. Refers to the availability of further information on the website of FOS. Note: article 13 of the 

ADR Directive. 
 
The information regarding FOS required to be provided in a summary resolution communication 
should be set out clearly, comprehensibly, in an easily accessible way and prominently, within the 
text of those responses. 
 
In addition to sending a complainant a summary resolution communication, staff may also use other 
methods to communicate the information referred to in DISP 1.5.4R(1) to (5) where:  

1. BEL considers that doing so may better meet the complainant’s needs. 
2. The complainant and BEL have already been using another method to communicate about 

the complaint. 
 
An example may be where staff are aware that a complainant is visually impaired or may be where 
BEL has been communicating with a complainant about a complaint by telephone. 
Once a complaint has been received by BEL the following process will be followed: 

 
Initial Response 
An initial response will be sent to the complainant providing a written acknowledgement and 
reassurance that we have received the complaint and that we are dealing with it.  
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Staff must ensure a complainant is kept informed thereafter of the progress of the measures being 
taken for the complaint's resolution. 
 
To the extent that a complaint is in part an EMD complaint or a Payment Services Directive (PSD) 
complaint and the respondent has chosen to deal with it in parts, keeping the complainant informed 
of progress includes informing the complainant that this is the approach that BEL will take. 
 

Formal Response to Complaint 
Within 15 business days of the original complaint being received, BEL must issue a formal response 
to the complainant.  
 
This response will include: 

1. Details of BEL’s understanding of the complaint. 
2. A timeline of the activities which have taken place. 
3. Details of any resolution which BEL or Modulr intend to offer. 
4. An explanation as to what steps BEL or EMI partner intend to take to resolve the issue.  

 

Holding Response 
Where BEL have been unable to provide a resolution or has been unable to investigate the issue fully 
during this time, BEL may write to the customer and provide details of the reason for a lack of 
response.  
 
Where clear provisions and explanations can be provided relating to a lack of response, BEL will 
allow a further 20 business days to respond.  
 
This pushes the total response time to 35 business days from the receipt of a complaint.  
 

Final Response 
Where a complaint is an EMD complaint or a PSD complaint, BEL must send a final response to the 
complainant by the end of 15 business days after the day on which it received the complaint; or in 
exceptional circumstances, if a final response cannot be given for reasons beyond the control of the 
respondent: 

1. Send a holding response to the complainant by the end of 15 business days after the day on 
which it received the complaint, clearly indicating the reasons for the delay in answering the 
complaint and specifying the deadline by which it will send the final response. 

2. Send a final response to the complainant by the end of 35 business days after the day on 
which it received the complaint. 

 
A final response must be on paper, or if agreed between the respondent and the complainant, on 
another durable medium. Note: article 101 of the PSD. 
 
A final response and formal response may be the same document (where the issue has been 
resolved), however staff must issue a formal final response which addresses the issues that have 
been raised and provides the formal options or redress (where such options exist) for resolving the 
issue with the customer.  
 
Such a response letter will be sent, even where there is no action to be taken on BEL’s part or where 
the only response is by way of apology or explanation. 
 
A final response to the complainant will:  

1. Accept the complaint and, where appropriate, offers redress or remedial action. 
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2. Offer redress or remedial action without accepting the complaint. 
3. Reject the complaint and gives reasons for doing so. 

 
The final response will also:  

1. Encloses a copy of the standard explanatory leaflet provided by FOS. 
2. Provides the website address of FOS. 
3. Informs the complainant that if they remain dissatisfied with our response, they may refer 

their complaint to FOS. 
4. Inform the complainant that we do not have an agreement with an alternate dispute 

resolution provider (in the case of non-eligible complainants). 
 

Acceptance or Confirmation of Redress 
Where any form of redress, compensation or offer is made to the customer in order to settle a 
complaint, we will follow-up with the customer within five working days of our final response being 
sent, to confirm with the customer that the issue is resolved, and that the customer is agreeable to 
the outcome provided. 
 
Where the customer has replied, confirming acceptance of the offer or making their satisfaction of 
the resolution clear, this step is not needed.  
 

Where BEL have failed to resolve a customer complaint 
Where BEL fail to resolve a customer complaint within the 15 days’ time frame, or where a customer 
feels that their complaint was not handled appropriately (including cases where the complaint was 
not properly identified as a complaint) the customer has the right to file a complaint to Modulr if 
they believe that Modulr have provided products and /or services improperly or Modulr operations 
breach customers’ rights or legitimate interests.  
 
The filing of complaints and complaint handling process is free of charge. 

Modulr shall accept complaints submitted:  
1. In person (directly to Customer Service employee, verbally or in writing). 
2. By regular or registered mail (sending it to Complaints Handling Team, Modular FS Limited, 

Scale Space 58 Wood Lane, London, W12 7RZ).  
3. Through email support@modulrfinance.com or by call their 24/7 support line at +44 (0) 303 

313 0060. 
 

Complaining to FOS 
Where BEL or Modulr fail to resolve a customer complaint or where the customer feels that the 
complaint was not handled appropriately, (including cases where the complaint was not properly 
identified as a complaint), the customer may be able to approach FOS or the FCA directly for a 
resolution.  
 
Where a complaint against BEL is referred to FOS, BEL must cooperate fully with FOS and comply 
promptly with any settlements or awards made by it. 
 
It should be noted that an individual is able to complain to FOS about the nature and handling of 
BEL’s complaints process, even where the original complaint is not eligible or relevant.  
 
FOS may find in favour of a customer due to the poor handling of the complaint where BEL fail to 
identify it as a complaint. 
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It should be noted by all staff that a complaint handled by FOS can result in a punitive or monetary 
awards to the customer which may outweigh any revenue, or any actual losses made by the 
customer.  
 
This may include an award for: 

1. Financial loss (including consequential or prospective loss). 
2. Pain and suffering. 
3. Damage to reputation. 
4. Distress or inconvenience. 

 
It should also be noted, more importantly, that reputational damage to BEL or Modulr may result 
where BEL or Modulr are unable or unwilling to resolve complaints in a satisfactory way with 
customers, or where a high volume of complaints is noted.  
 
Staff should try, wherever possible, to escalate complaints to Senior Management for resolution as 
quickly as possible. 
 
Web version of FOS leaflet is available here:  
https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/ordering-leaflet/leaflet 
 
A complaint may only be dealt with under FOS if it is brought by or on behalf of an eligible 
complainant. 
 
Complainants usually need to complain to BEL or to FOS within 6 years of the problem happening. 
 
If a complainant hasn’t done this, FOS can’t usually investigate the complaint unless the complainant 
made their complaint within 3 years of becoming aware (or when they should reasonably have 
become aware) that they had cause to complain. 
 
FOS may also be able to consider a complaint if there are exceptional circumstances that account for 
the delay. 
 
Examples of Complaints to FOS 
Customer complains to FOS that an e-money business reversed a payment made into his account:  
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-

emoney-business-reversed-payment-made-account 

Customer complains to FOS that an e-money business prevented him getting access to his account:  
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-

emoney-business-prevented-getting-access-account 

Customer complains to FOS that bill payments were missed when her e-money account was 
frozen:  
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/paula-missed-bill-

payments-e-money-account-frozen 

 

FCA > DISP 2.7 Is the complainant eligible? 
A complaint may be brought on behalf of an eligible complainant (or a deceased person who would 
have been an eligible complainant) by a person authorised by the eligible complainant or authorised 
by law.  

https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/ordering-leaflet/leaflet
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-emoney-business-reversed-payment-made-account
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-emoney-business-reversed-payment-made-account
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-emoney-business-prevented-getting-access-account
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/customer-complains-emoney-business-prevented-getting-access-account
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/paula-missed-bill-payments-e-money-account-frozen
https://www.financial-ombudsman.org.uk/decisions-case-studies/case-studies/paula-missed-bill-payments-e-money-account-frozen
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It is immaterial whether the person authorised to act on behalf of an eligible complainant is himself 
an eligible complainant. 
 
The full details of who is eligible to bring a complaint are set out in DISP 2.7. In summary, access to 
the FOS is available to: 

1. Consumers. 
2. Micro-enterprises at the time the complainant refers the complaint to the respondent (or, in 

relation to a complaint relating to payment services either at the time of conclusion of the 
payment service contract or the time of referral. 

3. Small charities with annual income under £6.5 million at the time of the complaint. 
4. Small trusts with net asset value under £5 million at the time of the complaint. 
5. Small businesses at the time the complainant refers the complaint to the respondent. 
6. A guarantor. 

 
A business may not bring a complaint about an activity that it has permission to conduct itself. This 
extends to complaints from e-money issuers about payment service provision, as all e-money issuers 
are also entitled to provide payment services. 
 
If BEL is in any doubt about the eligibility of a complainant, it should treat the complainant as if it 
were eligible.  
 
If the complaint is referred to FOS, it will determine eligibility by reference to appropriate evidence, 
such as accounts or VAT returns in the case of micro-enterprises and small businesses. 
 
A micro-enterprise is a business which both: 

1. Employs fewer than 10 people. 
2. Has a turnover or annual balance sheet that does not exceed GBP 1 million. 

 
When calculating turnover or balance sheet levels, the European Commission’s monthly accounting 
rate of the Euro (EUR) may be used. 
 
A small business is an enterprise which:  

1. Not a micro-enterprise. 
2. Has an annual turnover of less than GBP 6.5 million (or its equivalent in any other currency). 
3. Employs fewer than 50 persons. 
4. Has a balance sheet total of less than GBP 5 million (or its equivalent in any other currency). 

 
For a complaint about payment services or e-money, the complainant is eligible if it is a micro-
enterprise either at the point of concluding the contract or at the time of the complaint.  
The point of this ‘dual test’ is to make it easier for BEL to determine whether the complainant is 
eligible.  
 
BEL maintain arrangements in place to check whether their customers are micro-enterprises at the 
time of conclusion of the contract. If this information is not easily available, however, the dual test 
would allow a complainant instead to rely on its status at the time of making the complaint. 
 
For other activities covered by the FOS’s jurisdiction, the test for eligibility is whether the 
complainant is a micro-enterprise “at the time the complainant refers the complaint to the 
respondent” This is in line with the eligibility tests for small charities and trusts. 
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The dual test means that where the complaint is about a number of issues, including payment 
services, BEL may only have to consider eligibility at the time the complaint was made. If, however, 
the complainant was not eligible at the time the complaint was made and the case appears to be 
borderline, it will also be necessary to investigate the complainant’s status at the point of concluding 
the contract. 
 

Complaints to the FCA 
The FCA are required to maintain arrangements to enable payment service users, e-money holders, 
and other interested parties, including, for example, consumer associations and Payment Service 
Providers (PSPs) such as BEL to submit complaints to the FCA about PSPs’ or e-money issuers’ alleged 
breaches of the PSRs 2017 or EMRs. 
 
Information about how to complain can be found on the FCA’s website.  
 
These complaints will be acknowledged and used, where appropriate, to inform the FCA’s regulatory 
activities.  
 
The FCA do not operate a redress mechanism for individual complaints and so in replying to 
complainants, the FCA will tell complainants – where appropriate – that they may be able to refer 
their complaint to FOS. 
 

6. Gambling related (only) complaints 
For customer complaints that do not involve e-money services, BEL accept complaints in person, 
spoken or written, over the telephone, via email, or via third party intermediaries. 
 
Staff will send a copy of BEL’s Customer Complaints and Disputes Policy to the individual making the 
complaint and ask necessary questions in order to fulfil investigation of evidence in a competently, 
diligently and impartial manner, and/or direct customers to the appropriate company where 
necessary (BEL is not responsible for contracted face-to-face and online player acquisition 
complaints and will notify Lottery Clients receipt of all complaints with an associated report).  
 
Customers can make a formal complaint to BEL using the following routes:  

1. Telephone: contact 01832 280520 on the basic rate. 
2. In writing: post written complaints to Bee-Ethical Ltd, Perio Mill Barns, Fotheringhay, PE8 

5HU. 
3. Email: contact@bee-ethical.com. 
4. Social media: send a direct message on the platform. 
5. Third parties: such as the Lottery Clients or their contracted Service Providers (for example, 

face-to-face or online play acquisition agencies). 

 
Complaint information 
In order to complete a thorough investigation of a complaint to establish the root cause and identify 
whether any other associated companies, products or services may be impacted, the customer is 
required to provide the following information:  

1. Source of complaint (for example Lottery Client, lottery member, or other). 
2. Their name and contact details. 
3. Complaint details including time, day, and witnesses present (if applicable). 
4. An indication of how BEL can best help to resolve the complaint.  

 

mailto:contact@bee-ethical.com
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Time limits and escalation of complaints 
Customer complaints can be raised within a six-month time period from the date of the incident, 
however BEL encourage customers to make a complaint as soon as reasonably practicable in order 
to facilitate a timely investigation and remedial actions where necessary.  
 

1. BEL will acknowledge customer complaints as soon as reasonably practicable and may 
contact customers who have not complained if necessary to do so. 

2. The entire complaints process will take no more than eight weeks (from when the complaint 
was first received) to complete.  

3. If a customer fails to respond to a reasonable request for information within seven days, it 
may be reasonable to ‘stop the clock’ until such time as the customer responds. When the 
customer has responded, the ‘clock’ will be restarted from the same point as it was stopped.  

4. This complaints process ends if the customer’s complaint remains unresolved eight weeks 
(taking into account any times that the ‘clock’ on the time period may have been paused) 
after BEL received it, or the customer and BEL reach a deadlock or final position in less than 
eight weeks. At which point, BEL will write to the customer with a final letter to explain: 

a. The final decision, 
b. That this is the end of the operator’s complaints process. 
c. How to escalate their complaint to an independent Alternative Dispute Resolution 

(ADR) entity if they wish to do so. 
 

Disputes 
If a complaint remains unresolved eight weeks (taking into account any times that the ‘clock’ on the 
time period may have been paused, after the licence holder received it), customers are able to refer 
any dispute, free of charge, to IBAS Alternative Dispute Resolution consumer service which is a an 
lottery ADR entity. This option may be offered sooner if the customer and BEL reach a deadlock or 
final position in less than eight weeks. 
 
BEL will respond to requests for information about disputes from ADR entities in full and within ten 
working days and will not unnecessarily delay providing the information that the ADR entity requires 
to look at the dispute. 
 
ADR entities are able to consider disputes, that is, unresolved complaints that relate to the outcome 
of a customer’s gambling transaction. This can include disputes about, for example, account 
management or the ability to access funds. ADR providers may consider whether a resolution should 
include compensation for customers, either for expenses incurred in pursuing the complaint or as a 
good will gesture for inconvenience or difficulty incurred. 
 
As part of their considerations, ADR entities also consider BEL’s Terms and Conditions that are 
relevant to the complaint, and to consider whether to apply relevant consumer protection 
legislation in making their decision. 
 

7. Timescales 

Cross-reference note for staff: BEL operates under two distinct regulatory regimes for complaints. The 
applicable timescales differ between them. Before applying any timescale, staff must first identify 
whether the complaint is an EMD/PSD complaint, a gambling complaint, or both. Read the signpost 
paragraphs below carefully. 

 
 

https://ibas-uk.com/
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Which Timescale Regime Applies? 
BEL handles complaints arising from two distinct areas of regulated activity: (i) its role as an EMD 
under Modulr, in which capacity it is subject to the FCA's DISP rules and the timescales prescribed by 
the Payment Services Regulations 2017 and Electronic Money Regulations 2011; and (ii) its role as an 
External Lottery Manager licensed by the Gambling Commission, in which capacity it is subject to the 
Gambling Commission's complaints and disputes framework and an eight-week maximum process 
period. 
 
Where a complaint clearly relates to only one area of activity — for example, a complaint solely 
about the outcome of a lottery draw, or a complaint solely about a payment or e-money service — 
the applicable regime is straightforward.  
 
Where a complaint has elements that could fall under both regimes (for example, a complaint about 
account access that affects both lottery participation and e-money holdings), BEL must apply the 
more stringent timescale to each element and keep the complainant informed of this approach. 
 

Signpost: EMD/PSD Complaints — Key Timescales 

This section applies to complaints relating to payment services and e-money (Modulr-related 
complaints). If the complaint relates solely to gambling activity, see the Gambling Complaints timescales 
section below. 

 
For complaints that are, in whole or in part, EMD or PSD complaints, the following timescales apply 
as required by DISP 1.6R: 

1. Acknowledgement: as soon as practicable upon receipt. 
2. Summary Resolution Communication (where complaint resolved within 3 business days): 

issued promptly upon resolution. 
3. Formal response: within 15 business days of the date the complaint was received. 
4. Holding response (exceptional circumstances only): issued by day 15, with a confirmed 

deadline for the final response. 
5. Final response: by the end of 35 business days from the date the complaint was received. 

 
These timescales are mandatory and cannot be extended beyond 35 business days for payment 
services complaints, regardless of the complexity of the complaint.  
 
Where BEL cannot meet the 15-business day deadline, it must issue a holding response on or before 
day 15 explaining the reason for the delay and specifying the date by which the final response will be 
issued. 
 
Cross-reference: where the complaint also has a gambling element, see the Gambling Complaints 
section for the parallel eight-week timescale that will apply to that element. 

 
Signpost: Gambling Complaints — Key Timescales 

This section applies to complaints relating to gambling activity, including lottery transactions and BEL's 
conduct as an External Lottery Manager. If the complaint relates solely to payment services or e-money, 
see the EMD/PSD Complaints timescales section above. 

 
For complaints that are, in whole or in part, gambling complaints under BEL's Gambling Commission 
licence, the following timescales apply: 

1. Acknowledgement: as soon as reasonably practicable upon receipt. 
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2. Maximum process period: 8 weeks from the date of receipt (subject to clock-stopping where 
the customer fails to respond to a reasonable information request within 7 days). 

3. Final letter (at 8-week deadlock or earlier): issued at the point the process ends, setting out 
the final decision and ADR referral rights. 

 
At the end of the 8-week process period, or at the point of deadlock, BEL must write to the customer 
confirming the final decision and explaining the customer's right to refer the dispute to an ADR 
entity, free of charge. 
 
Cross-reference: where the complaint also has a payment services or e-money element, see the 
EMD/PSD Complaints section for the parallel DISP timescales that apply to that element. In all cases 
of dual-regime complaints, the more stringent deadline takes precedence for the relevant element. 
 

8. Format of complaints 
In order to best manage the complaint, BEL should encourage a complainant to put down their 
complaint or concerns in an email although of course they can make their complaint by any method 
such as e-mail, telephone or in person. 
 
BEL must allow complaints to be made by any reasonable means and recognise complaints as 
requiring resolution. 
 
For complaints received by telephone it is recommended that staff send an email to the complainant 
asking them to confirm the understanding of what was discussed and the nature of the complaint. 
 
Where BEL operates a telephone line for the purpose of enabling an eligible complainant to submit a 
complaint, the complainant must not be bound to pay more than the basic rate when contacting BEL 
by telephone. 
 
For the purposes of DISP 1.3.1AAR the basic rate is the simple cost of connection and must not 
provide BEL with a contribution to its costs or revenues. 
 
The following numbers, if used by a respondent, would comply with DISP 1.3.1ABR: 

1. Geographic numbers or numbers which are always set at the same rate, which usually begin 
with the prefix 01, 02 or 03. 

2. Calls which can be free of charge to call, for example 0800 and 0808 numbers. 
3. Standard mobile numbers, which usually begin with the prefix 07, provided that the 

respondent ordinarily uses a mobile number to receive telephone calls. 
 
The following numbers, if used by a respondent, would not comply with DISP 1.3.1ABR: 

1. Premium rate numbers that begin with the prefix 09. 
2. Other revenue sharing numbers in which a portion of the call charge can be used to either 

provide a service or make a small payment to the respondent, such as telephone numbers 
that begin with the prefix 084 or 0871, 0872 or 0873. 

3. Telephone numbers that begin with the prefix 0870, as the cost of making a telephone call 
on such numbers can be higher than a geographic cost and will vary depending on the 
eligible complainant's telephone tariff. 
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9. Role of Compliance 
BEL’s Compliance department oversee all complaints as well as Legal and / or Regulatory compliance 
issues and other risks that derive from complaints analysis. 
 
Compliance oversees the complaints management program. This includes: 

1. Identifying trends and thematic concerns. 
2. Reporting material or significant concerns arising from complaints data to Senior 

Management. 
3. Analysing whether assumptions made as part of BEL’s product design and governance 

process (or those relating to Modulr) are correct (or at least, there is no reason to consider 
they may be incorrect): 

a. Example: if BEL have decided that certain fees were made clear, but several 
customers complained they did not understand such fees then this will lead to 
recommended amendments in outgoing literature etc. 

b. Example: if part of the customer journey is causing significantly more complaints (as 
a statistically important proportion), BEL should consider whether that part of the 
journey is acting as expected – Compliance will ask relevant department to lead a 
review. 

4. Reviewing complaints relating to a specific team or product to assess whether a review is 
required. 

5. Using complaints data to test whether MI processes need amending. 
6. Using complaints data to identify any lessons relevant to the Consumer Duty. 
7. Using complaints data to assess whether internal governance, policies and procedures need 

updating. 
8. As part of the root cause analysis considering if a negative outcome indicates that there is 

something wrong with the relevant process and procedure. 
9. Analysing complaints to ensure there are no "unreasonable barriers" (as per FCA’s Principle 

for Businesses - PRIN 2A.6.2) for consumers who want to make a complaint (and/or the use 
of "sludge practices" – the deliberate introduction of friction into the consumer journey - as 
part of the complaint process). 

 

FOS and ADR 
BEL will consider any determinations by FOS and/or ADR involved to the individuals who handled a 
complaint and use it in BEL’s training and development. 
 
Compliance will analyse any patterns in determinations by FOS and/or ADR concerning complaints 
received by BEL and use this in training and development of the individuals dealing with complaints. 
 
Compliance will analyse guidance produced by the Gambling Commission and FCA, other relevant 
regulators and FOS and communicate it to all individuals dealing with complaints handling at BEL. 
 

10.  Management Controls 
BEL have in place appropriate management controls and will take reasonable steps to ensure that in 
handling complaints it identifies and remedies any recurring or systemic problems, for example, by: 

1. Analysing the causes of individual complaints so as to identify root causes common to types 
of complaint. 

2. Considering whether such root causes may also affect other processes or products, including 
those not directly complained of. 

3. Correcting, where reasonable to do so, such root causes. 
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Compliance are responsible for the collection of management information on the causes of 
complaints, and the products and services complaints relate to, including information about 
complaints that are resolved by BEL by close of business on the third business day following the day 
on which it is received. 
 
Compliance ensure the first line of defence maintain: 

1. A process to identify the root causes of complaints (DISP 1.3.3 R (1)). 
2. A process to prioritise dealing with the root causes of complaints. 
3. A process to consider whether the root causes identified may affect other processes or 

products (DISP 1.3.3 R (2)).  
4. A process for deciding whether root causes discovered should be corrected and how this 

should be done (DISP 1.3.3 R (3)). 
5. Regular reporting to senior management where information on recurring or systemic 

problems may be needed for them to play their part in identifying, measuring, managing and 
controlling risks of regulatory concern. 

6. Keeping records of analysis and decisions taken by senior management in response to 
management information on the root causes of complaints. 

 

Senior Management 
Where BEL identifies (from its complaints or otherwise) recurring or systemic problems in its 
provision of, or failure to provide, a financial service it should (in accordance with Principle 6 
(Customers' interests) and to the extent that it applies) consider whether it ought to act with regard 
to the position of customers who may have suffered detriment from, or been potentially 
disadvantaged by, such problems but who have not complained and, if so, take appropriate and 
proportionate measures to ensure that those customers are given appropriate redress or a proper 
opportunity to obtain it.  
 
In particular, BEL must: 

1. Ascertain the scope and severity of the consumer detriment that might have arisen. 
2. Consider whether it is fair and reasonable for BEL (via agreement with Modulr) to undertake 

proactively a redress or remediation exercise, which may include contacting customers who 
have not complained. 

 
BEL’s Managing Director must appoint an individual at BEL to have responsibility for oversight of 
BEL’s compliance with FCA’s DISP 1. The individual appointed must have appropriate seniority.  
 
BEL are not required to notify the name of the individual to the FCA or FOS but would be expected to 
do so promptly on request.  
 
There is no bar on BEL appointing different individuals to have the responsibility at different times 
where this is to accommodate part-time or flexible working. 
 

11.  How to identify what the complaint is really about 
Root Cause Analysis (RCA) 
BEL have established processes for carrying out root cause analysis of complaints management 
information (MI) – that is, identifying the trends and themes of complaints.  
 
BEL can also evidence clear escalation routes and accountability, meaning everyone across BEL 
knows where to send MI and other information.  
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Compliance maintain an enhanced complaints MI dashboard which links data, including complaint 
volumes, complaint outcomes, FOS and ADR complaints, quality assurance and complaints from 
customers with characteristics of vulnerability outcomes, back to Consumer Duty outcomes (where 
relevant). 
 
Best practice for an effective RCA involves working through these six steps:  

1. Define the problem. 
2. Collect data. 
3. Identify additional causes. 
4. Determine the root cause(s).  
5. Prioritise them 
6. Implement the solution. 

 
A solid RCA is built on facts, not assumptions. Gather detailed data about the incident or event: 

1. When did it occur? 
2. How often does it happen? 
3. What's the observed impact? 
4. Is it a repeating pattern? 

 
Document all characteristics and specifications of the event. The more complete your picture, the 
easier it will be to spot patterns and contributing factors. 
 

Determine Potential Causal Factors 
Using a timelines and building a sequence of events helps to see how the problem unfolded.  
 
List as many potential causal factors as you can by asking "Why?" multiple times. 
 
Try and capture all possible causes, even ones that seem unlikely at first glance.  
 

Determine and prioritise Root Cause(s) 
Now you move from possible causes to actual root causes. This is where specific RCA tools come in 
handy: 

1. Ask "Why?" repeatedly until you find the underlying cause. 
2. Categorise causes into groups like People, Process, Tools, Environment. 
3. Rank causes by impact. 
4. Stakeholders and relevant teams should be involved here - they often have insight into 

causes. 
 
Not all root causes are created equal. Some have a far greater impact or trigger multiple other 
problems. Prioritisation usually considers: 

• Impact: How much does this cause affect the problem? 

• Reach: How many other issues does it trigger? 

Focus first on high-impact causes. 
 
Remember for complaints related to payment services and electronic money BEL normally has 15 
business days to respond or 35 business days if the complaint is technically complex. 
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12.  Consumer Duty Alignment 
The FCA’s Consumer Duty sets a higher standard of consumer protection across financial services.  
Although BEL operates primarily as an External Lottery Manager, its role as a Distributor under 
Modulr means that the Consumer Duty framework applies to that aspect of its activities. This section 
sets out how BEL’s complaints handling process gives effect to the three overarching Consumer Duty 
cross-cutting rules: acting in good faith towards customers; avoiding foreseeable harm; and enabling 
customers to pursue their financial objectives and make informed decisions. 
 

Acting in Good Faith 
PRIN 2A.2.1R requires BEL to act in good faith towards retail customers. In the context of complaints 
handling, this means that BEL must approach every complaint with honesty, transparency, and a 
genuine commitment to achieving a fair outcome. This Policy gives effect to this obligation in the 
following ways: 

1. BEL assesses every complaint competently, diligently, and impartially in accordance with FCA 
requirements.  

2. Staff are prohibited from rejecting a complaint as invalid, arguing with the customer, or 
attempting to resolve matters informally in a way that circumvents the formal complaints 
process.  

3. All complaints must be logged accurately, with records treated as regulatory documents. 
4. Honest acknowledgement of where BEL or Modulr have fallen short is expected as a matter 

of course, and redress or remedial action must be offered wherever the assessment 
concludes it is appropriate. 

 
BEL also recognises that good faith extends beyond the resolution of individual complaints. Where 
root cause analysis or management information reveals a systemic issue, Senior Management must 
consider whether customers who have not complained may also have suffered detriment and take 
proportionate proactive steps to provide redress or a meaningful opportunity to obtain it.  
 
Concealing or deprioritising known systemic problems would be inconsistent with the good faith 
obligation and would constitute a potential breach of both DISP and the Consumer Duty cross-
cutting rules. 
 
 

Avoiding Foreseeable Harm 
PRIN 2A.2.2R requires BEL to avoid causing foreseeable harm to retail customers. The FCA treats 
complaints data as an early warning indicator of harm, and this Policy reflects that expectation 
explicitly. BEL’s obligations under this rule manifest across several dimensions of the complaints 
process. 
 
BEL must not create or perpetuate foreseeable harm through its complaints process itself.  
 
Compliance is required to assess whether there are any unreasonable barriers or “sludge practices” 
in the complaints journey that could deter customers from exercising their right to complain or 
cause additional distress.  
 
Any friction in the complaints pathway that is not operationally necessary, and which could 
disproportionately affect customers – particularly those with characteristics of vulnerability – must 
be identified and removed. 
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BEL’s root cause analysis process must look beyond the individual complaint to assess whether 
identified failures indicate broader, foreseeable harm affecting other customers.  
 
Where thematic trends emerge in complaints data – for example, patterns suggesting that fees are 
not being understood, that financial crime processes are creating disproportionate barriers, or that 
account freezes are causing material financial hardship – BEL and Modulr must take prompt 
corrective action rather than waiting for further harm to materialise.  
 
The MI dashboard maintained by Compliance, which tracks complaint outcomes alongside Consumer 
Duty metrics, is the principal mechanism through which foreseeable harm at a portfolio level is 
identified. 
 
Response timescales mandated by this Policy – acknowledgement upon receipt, formal response 
within 15 business days, and a maximum of 35 business days in exceptional circumstances for 
payment services complaints – are themselves harm-avoidance measures.  
 
Delay in resolving a complaint about frozen funds or disputed payments can cause material financial 
distress and inconvenience.  
 
Staff must therefore treat timescale compliance as a Consumer Duty obligation, not merely a 
process requirement. 
 

Enabling Customers to Pursue Their Financial Objectives and Make Informed Decisions 
PRIN 2A.2.3R requires BEL to enable and support retail customers to pursue their financial 
objectives. 
 
In the complaints context, this means that BEL must ensure customers fully understand their rights, 
the complaints process available to them, and the redress options open to them at every stage. 
 
All written communications issued under this Policy – including acknowledgement letters, holding 
responses, summary resolution communications, and final responses – must be drafted in plain, 
clear language that is genuinely accessible to the customer.  
 
In accordance with DISP 1.4.1R(4), BEL must explain its assessment of a complaint and any offer of 
redress in a manner that is “fair, clear and not misleading.”  
 
This is not merely a communications standard; it is a direct expression of the Consumer Duty 
obligation to support informed decision-making.  
 
Where a customer might be disadvantaged by reliance on written communication alone – for 
example, due to visual impairment or low financial literacy – BEL should consider alternative formats 
or channels to ensure the customer has genuinely understood their position and options. 
 
Every final response must inform the customer of their right to refer the complaint to FOS free of 
charge and within the applicable time limits. This is not merely a DISP compliance requirement: the 
Consumer Duty demands that customers are placed in a position where they can make a meaningful 
choice about whether to accept BEL’s decision or pursue independent redress.  
 
Providing the FOS website address and enclosing the FOS explanatory leaflet is a minimum standard; 
staff must ensure that this information is presented prominently and not obscured by surrounding 
text. 



  
 

Ref. MOD-001  Page 21 of 33 

 
Compliance must also monitor whether BEL’s product governance and customer communications 
are achieving their intended purpose, using complaints data as a feedback mechanism.  
 
Where complaints indicate that customers have misunderstood fee structures, terms, or account 
conditions, this constitutes evidence that BEL’s communications may not be enabling informed 
decision-making, and remedial action should be taken at the product or communications level rather 
than being addressed solely through the complaints process. 
 

The Four Consumer Duty Outcomes and Complaints Handling 
In addition to the three cross-cutting rules, the Consumer Duty establishes four outcome areas 
against which BEL must measure whether they are delivering good outcomes for retail customers.  
 
Each of these outcomes has specific implications for how BEL handles complaints. 

1. Products and Services (PRIN 2A.3): Complaints about the design or suitability of e-money 
products or lottery services must be escalated to Compliance for product governance 
review. A pattern of complaints suggesting that a product is not meeting the needs of its 
target market is a Consumer Duty red flag requiring action beyond individual complaint 
resolution. 

2. Price and Value (PRIN 2A.4): Complaints about fees, charges, or perceived poor value must 
be recorded and analysed thematically. Where such complaints indicate that the value 
proposition is not being experienced by customers as intended, BEL should assess whether 
its pricing and fee disclosure practices remain appropriate under the Consumer Duty 
framework. 

3. Consumer Understanding (PRIN 2A.5): Complaints indicating confusion about product 
terms, fee structures, account conditions, or BEL’s relationship with Modulr are evidence 
that consumer understanding outcomes may not be being met. Compliance must feed such 
findings back into BEL’s communications review cycle and report material concerns to Senior 
Management. 

4. Consumer Support (PRIN 2A.6): The complaints process is itself a consumer support 
mechanism and must function effectively for all customers. BEL must ensure that the 
process is easy to navigate, responsive, and does not impose unreasonable burdens on 
customers seeking redress. The requirement in PRIN 2A.6.2 to avoid unreasonable barriers 
or sludge practices applies directly to every stage of the complaints journey. 

 

Monitoring and Evidencing Consumer Duty Compliance Through Complaints Data 
The Consumer Duty requires BEL to monitor and be able to evidence that they are consistently 
delivering good outcomes for retail customers. 
 
BEL’s complaints handling process relating to Modulr e-money services is a primary source of 
evidence for this purpose. 
 
Compliance maintains a complaints MI dashboard that links complaint volumes, outcomes, FOS 
referrals, quality assurance scores, and vulnerability-related outcomes to BEL’s Consumer Duty 
outcome monitoring framework. This data is reviewed on a regular basis and material concerns are 
reported to Senior Management. 
 
Senior Management must be in a position to demonstrate to the FCA and to Modulr, upon request, 
that BEL’s complaints data has been used to assess whether good consumer outcomes are being 
delivered and to drive improvements where they are not.  
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FOS determinations adverse to BEL are treated as evidence of potential Consumer Duty failures and 
must be subject to root cause analysis in the same way as systemic complaint trends.  
 
BEL should also have regard to any thematic guidance or Dear CEO letters published by the FCA 
concerning complaints handling standards under the Consumer Duty framework and update its 
practices accordingly. 
 

13.  Vulnerable Customers 
BEL is committed to ensuring that the lotteries are operated in a secure, fair, and socially responsible 
way and to endorse responsible gambling amongst the lottery members and will analyse complaint 
patterns to identify and rectify systemic issues and understand the overall population to identify 
issues in expected service levels and potential risk indicators.  
 
This includes monitoring the customer vulnerable person numbers to ensure appropriate oversight 
on vulnerability management and putting into effect appropriate policies and procedures for 
accepting and handling customer complaints and disputes in a timely, fair, open and transparent 
manner. 
 
BEL is committed to ensuring that all customers, including those with characteristics of vulnerability, 
receive fair treatment and an equivalent quality of service throughout the complaints process.  
 
This commitment reflects Gambling Commission Social Responsibility licencing objectives, FCA 
Finalised Guidance FG21/1 (Guidance for Firms on the Fair Treatment of Vulnerable Customers), the 
Consumer Duty cross-cutting rules (PRIN 2A), and the FCA's expectations of firms operating in the e-
money and payment services sector. 
 
For the purposes of this Policy, a vulnerable customer is one who, due to their personal 
circumstances, is especially susceptible to harm — particularly when BEL is not acting with 
appropriate levels of care.  
 
Vulnerability may be temporary, recurring, or permanent. It may arise from health conditions 
(physical or mental), life events (such as bereavement, job loss, or relationship breakdown), financial 
resilience (such as over-indebtedness), or capability (including low financial literacy or language 
barriers). Staff must not assume that vulnerability is always visible or self-disclosed. 
 

Identifying Vulnerability During the Complaints Process 
Staff handling complaints must remain alert to indicators of vulnerability at every stage of 
interaction. These indicators may include, but are not limited to: 

1. Significant distress, confusion, or emotional dysregulation during a call or written exchange. 
2. References to mental health difficulties, illness, or disability. 
3. Difficulty understanding written communications or expressing the complaint clearly. 
4. References to recent bereavement, separation, or other significant life events. 
5. Statements suggesting financial hardship or inability to absorb the impact of the issue 

complained of. 
6. Third-party representatives acting on behalf of the customer (e.g. carer, solicitor, debt 

advice agency). 
 
Where any such indicator is present, the handling staff member must flag the complaint record, 
accordingly, using the vulnerability indicator field in the complaints log.  
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This flag must not be removed without the approval of the Compliance team. 
 

Adjusted Handling for Vulnerable Customers 
Where a complaint has been flagged as involving a customer with characteristics of vulnerability, the 
following adjustments must be applied as appropriate to the individual's needs: 
 
Communication format: Where a customer is identified as having visual impairment, low literacy, or 
difficulty with written communication, BEL must offer an alternative format (e.g. telephone follow-
up, large-print correspondence, or communication via a third-party representative).  
 
Staff must not default to written communication only where there is reason to believe it is 
insufficient. 
 
Response timescales: Staff may apply additional time to allow a vulnerable customer to process 
information and respond to requests, without this counting against the customer.  
 
Where a vulnerable customer requires additional time to engage with the complaints process, this 
should be noted on the file and Compliance informed. 
 
Language and tone: All communications with vulnerable customers must use plain, clear language, 
avoid jargon, and check comprehension. 
 
Template letters must be reviewed before sending to ensure they are appropriate to the individual's 
circumstances. 
 
Escalation: Complaints involving customers with characteristics of vulnerability must be escalated to 
a senior handler or the Compliance team at the earliest practicable opportunity.  
 
First-line staff must not attempt to resolve complex complaints involving vulnerable customers 
without supervisory oversight. 
 
Redress assessment: When assessing appropriate redress, the impact of the complained-of issue on 
a vulnerable customer must be given appropriate weight. 
 
Financial loss, distress, and inconvenience may be disproportionately significant for a vulnerable 
customer, and redress offers should reflect this. 
 

Vulnerability Indicators in the Complaints Log 
The complaints log must include a dedicated vulnerability indicator field. Where vulnerability has 
been identified, the log entry must record: 

1. The nature of the vulnerability indicator observed (without requiring or recording a formal 
diagnosis). 

2. The adjustments applied to the handling of the complaint. 
3. Whether a third-party representative is involved, and if so, their details and authority. 
4. Any additional support or signposting provided to the customer. 

 
Vulnerability data must be handled with appropriate confidentiality and in accordance with BEL's 
data protection obligations under UK GDPR (vulnerability data is classed as special category data and 
is personal data that needs more protection because it is sensitive). 
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Access to vulnerability indicators on complaint records must be restricted to staff with a legitimate 
need to know. 
 

Thematic Analysis and Consumer Duty Reporting 
Compliance must monitor complaint records to identify patterns of vulnerability across the customer 
base. This analysis must be included in the quarterly complaints MI report to Senior Management 
and must address: 

1. The volume and proportion of complaints flagged as involving vulnerable customers. 
2. The most common vulnerability indicators observed. 
3. Whether the outcomes achieved for vulnerable customers are consistent with those 

achieved for non-vulnerable customers. 
4. Any systemic issues identified that may be causing disproportionate harm to vulnerable 

customers. 
 
Where analysis indicates that vulnerable customers are experiencing materially worse outcomes, 
Senior Management must consider whether remedial action at a product, process, or 
communications level is required, and must record their decision.  
 
This analysis forms part of BEL's Consumer Duty outcome monitoring obligations. 
 

Signposting and Support 
Where a complaint involves a customer who may benefit from external support – for example, 
problem gambling, debt advice, mental health services, or consumer advocacy – staff must be 
prepared to signpost the customer to appropriate organisations.  
 
BEL does not provide such services directly, but staff must be familiar with the following categories 
of support and able to direct customers accordingly: 

1. Problem gambling support at GambleAware or GamCare. 
2. Free debt advice services (e.g. StepChange, National Debtline). 
3. Consumer advocacy and support organisations (e.g. Citizens Advice). 
4. Mental health support lines where a customer indicates acute distress. 
5. FOS, where the complaint is eligible and unresolved. 

 
Signposting must be recorded in the complaints log and must not be used as a substitute for 
resolving the complaint itself. 
 

14.  Operational Resilience 
BEL recognises that its ability to handle complaints effectively is a critical operational function and 
that disruptions to normal operations – including technology outages, third-party service failures, 
and staff shortages – can impair its ability to meet its regulatory obligations and deliver fair 
outcomes to customers. This section sets out BEL's approach to maintaining complaints handling 
capability during periods of disruption. 
 
BEL's obligations in this area are informed by the FCA's operational resilience framework (PS21/3 
and the corresponding rules in SYSC 15A), and by the expectation that firms can demonstrate the 
ability to remain within impact tolerances for their important business services.  
 
For BEL, the receipt, logging, and timely response to complaints is an important business service for 
the purposes of this framework. 
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Important Business Service: Complaints Handling 
BEL designates the following as its important business service within the complaints handling 
function: 

1. Receipt and logging of new complaints (across all channels). 
2. Acknowledgement of complaints within required timescales. 
3. Escalation of complaints to Compliance and Senior Management. 
4. Issue of formal, holding, and final responses within DISP and Gambling Commission 

timescales. 
5. Provision of complaints data to Modulr and the FCA. 

 
The Head of Compliance is responsible for ensuring that these services remain operational during 
periods of disruption and for escalating any risk of timescale breach to Senior Management. 
 

Identified Disruption Scenarios 
BEL has identified the following as the most likely disruption scenarios affecting complaints handling, 
and has established contingency measures for each: 
 
System outage (complaints management system or CRM unavailable): Where BEL's primary 
complaints management system is unavailable, staff must revert to a manual logging process using a 
standardised paper or spreadsheet-based template maintained by the Compliance team. Entries 
made under the manual process must be transferred to the primary system within one business day 
of its restoration. The Head of Compliance must be notified immediately of any system outage 
lasting more than two hours during business hours. 
 
Email system outage: Where BEL's primary email system is unavailable, staff must monitor the 
complaints telephone line as the primary inbound channel. Compliance must activate the backup 
email address (maintained by BEL's IT function) and, where possible, redirect the primary complaints 
email address to it. Any delay in acknowledging a complaint resulting from an email outage must be 
documented and the complainant contacted at the earliest opportunity once the outage is resolved. 
Staff shortage (including sickness, leave, or sudden resignation of key complaints staff): Where a 
staff shortage reduces BEL's complaints handling capacity to the point where response timescales 
are at risk, the Head of Compliance must escalate to Senior Management immediately. Senior 
Management must assess whether temporary reallocation of resource from other functions, 
engagement of a temporary resource, or escalation to Modulr is required. No complaints timescale 
may be missed without a documented assessment of why an extension was unavoidable and what 
steps are being taken to prevent recurrence. 
 
Loss of the MLRO or Head of Compliance: Where the individual with designated oversight 
responsibility for DISP 1 compliance is temporarily unavailable, an appropriately senior deputy must 
be designated without delay. BEL must at all times have a named individual with the requisite 
authority and knowledge to oversee the complaints function. This contingency is linked to BEL's 
succession planning arrangements for key compliance roles. 
 
Third-party service failure (Modulr systems unavailable): Where a complaint involves a Modulr 
product or service and Modulr's systems are unavailable, BEL must continue to accept and log the 
complaint and acknowledge it within the required timescale. BEL must notify Modulr of the 
complaint without delay once systems are restored. The timescale for the formal response continues 
to run from the date of receipt; BEL must assess whether a holding response is required where the 
Modulr outage prevents a full investigation. 
 
 



  
 

Ref. MOD-001  Page 26 of 33 

Timescale Breach Protocol 
Where a disruption event causes or risks causing a breach of a mandatory complaints response 
timescale, the following protocol applies: 

1. The Head of Compliance must be notified immediately upon identification of the risk of 
breach. 

2. The affected complainant must be contacted proactively, by the most reliable available 
channel, to explain the delay and provide a revised response date. 

3. The disruption event and its impact on complaints handling must be logged in the 
complaints register. 

4. Senior Management must be briefed at the earliest practicable opportunity. 
5. Where a breach of a DISP timescale has occurred, Compliance must assess whether 

notification to Modulr is required under the distributor agreement. 
6. A post-incident review must be completed within 10 business days of the disruption being 

resolved, identifying the root cause and any remediation required. 
 

Testing and Review 
BEL must test its complaints handling continuity arrangements at least annually, either as a 
standalone exercise or as part of a broader operational resilience testing programme. The test must 
assess BEL's ability to maintain complaints receipt, logging, acknowledgement, and escalation during 
a simulated disruption. The results of testing must be reported to Senior Management, and any gaps 
must be remediated within an agreed timeframe. 
 
This section must be reviewed by the Head of Compliance following any actual disruption event 
affecting complaints handling, and at least annually as part of the Policy review cycle. 
 

15.  Performance Metrics and Key Performance Indicators 
BEL is required by the Consumer Duty (PRIN 2A) and the FCA's expectations under DISP 1 to monitor 
the effectiveness of its complaints handling function and to be able to demonstrate, with evidence, 
that it is consistently delivering good outcomes for customers. This section sets out the key 
performance indicators (KPIs) and reporting metrics that BEL will use for this purpose. 
 
KPIs are reviewed by the Compliance team on the frequencies set out in the table below. Material 
concerns identified through KPI monitoring must be reported to Senior Management without delay 
and must be included in the compliance MI report.  
 
KPI data forms part of BEL's Consumer Duty outcome monitoring framework and must be retained 
as regulatory evidence. 
 

KPI Framework 

KPI Target Escalation 
Threshold 

Reporting 
Frequency 

Complaint 
acknowledgement within 
timescale 

100% acknowledged 
within 1 business day 

Any miss triggers 
immediate Compliance 
review 

Weekly (live 
dashboard); Monthly MI 
report 

EMD/PSD formal 
response within 15 
business days 

≥95% of complaints 
receiving formal 
response by day 15 

<90% triggers Senior 
Management escalation 

Monthly MI report 

EMD/PSD final response 
within 35 business days 

100% of complaints 
receiving final response 
by day 35 

Any breach triggers 
Compliance 
investigation and 

Monthly MI report 
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Modulr notification 
assessment 

Gambling complaint 
resolution within 8 weeks 

100% of complaints 
closed (or at ADR) within 
8 weeks 

Any breach triggers 
Compliance 
investigation 

Monthly MI report 

Complaint uphold rate Monitored for trend; no 
fixed target 

Material shift (>10pp 
quarter-on-quarter) 
triggers RCA 

Quarterly MI report 

ADR referral rate (% of 
eligible complaints 
referred to ADR) 

Monitored for trend; 
benchmark against 
sector data where 
available 

Increase above rolling 
12-month average 
triggers RCA 

Quarterly MI report 

FOS referral rate (% of 
eligible complaints 
referred to FOS) 

Monitored for trend; 
benchmark against 
sector data where 
available 

Increase above rolling 
12-month average 
triggers RCA 

Quarterly MI report 

FOS upheld rate (% of 
FOS decisions in 
customer's favour) 

Monitored for trend; 
target <50% (sector 
average) 

>60% triggers 
immediate review of 
handling practice 

Quarterly MI report 

Repeat complaints (same 
customer, same issue) 

<5% of complaints per 
quarter 

>10% triggers 
investigation of 
resolution quality 

Quarterly MI report 

Complaints involving 
vulnerable customers (% 
of total) 

Monitored for trend Significant increase 
triggers Consumer Duty 
review 

Quarterly MI report 

Vulnerability-flagged 
complaints where 
adjusted handling applied 

100% compliance Any gap triggers 
immediate training 
intervention 

Quarterly quality 
assurance review 

Complaints log accuracy 
(quality assurance 
sample) 

≥95% of sampled 
records fully compliant 
with mandatory data 
fields 

<90% triggers remedial 
training and process 
review 

Quarterly quality 
assurance review 

Training completion (% of 
in-scope staff current on 
complaints training) 

100% current at all times Any lapse triggers 
suspension from 
independent complaint 
handling 

Monthly (training 
register); Quarterly MI 
report 

 

Reporting Structure 
The following reporting cycle applies to complaints performance data: 

Weekly (live dashboard): The Compliance team maintains a live complaints dashboard tracking open 
complaint volumes, acknowledgement status, and time elapsed against mandatory timescales. First-
line managers must review the dashboard at least weekly. Any complaint approaching a timescale 
deadline without a response in progress must be escalated immediately. 
 
Monthly MI report: Compliance prepares a monthly complaints MI report for the Head of 
Compliance and senior operational management. The report covers complaint volumes by channel 
and product, timescale compliance against the KPI framework above, outcome analysis 
(uphold/reject/SRC rates), and any emerging themes. The report must flag any KPI escalation 
threshold that has been breached in the period. 
 
Quarterly MI report to Senior Management: Compliance prepares a quarterly report for Senior 
Management covering all KPIs, trend analysis against prior quarters, FOS referral and outcome data, 
vulnerability and Consumer Duty outcome analysis, training compliance, and root cause analysis 
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findings. This report forms the primary input to Senior Management's oversight of the complaints 
function under DISP 1. 
 
Annual Policy and MI review: The Head of Compliance conducts an annual review of the complaints 
KPI framework as part of the Policy review cycle, assessing whether the targets and escalation 
thresholds remain appropriate in light of BEL's complaint volumes, sector benchmarks, and any 
regulatory guidance published in the preceding year. Proposed changes to KPI targets must be 
approved by Senior Management. 
 

Root Cause Analysis Reporting 
In addition to the KPI metrics above, Compliance must produce a root cause analysis (RCA) summary 
for inclusion in each quarterly MI report.  
 
The RCA summary must identify the top three complaint categories by volume, the identified root 
cause for each, the remedial action taken or in progress, and the outcome of any previously 
reported remediation.  
 
Where an RCA identifies a systemic issue with the potential to affect customers who have not 
complained, Senior Management must be briefed separately and a decision recorded as to whether 
proactive redress outreach is appropriate. 
 

Benchmarking 
Where available, BEL should benchmark its KPI performance against sector data published by the 
FCA's complaints return database and FOS publications. Material divergence from sector norms — 
whether significantly better or significantly worse than comparators — should be investigated, as 
both may indicate data quality issues or systemic patterns requiring explanation. Benchmarking 
findings must be included in the annual MI review. 
 

16.  Training 
Complaints handling training is mandatory for all staff who may come into contact with customers, 
whether as a primary function or incidentally.  
 
This includes first-line customer-facing staff, operational and back-office staff who may receive 
escalated complaints or customer communications, Compliance team members with complaints 
oversight responsibilities, and Senior Management with complaints reporting and governance 
responsibilities. 
 
Complaints Handling training helps staff who may interact with customers follow correct processes. 
 
Staff should be able to: 

1. Understand the legitimate channels of communication that can be used by customers to 
make a formal complaint. 

2. Be familiar with Gambling Commission complaints and dispute definitions. 
3.  Be familiar with FCA definition of a ‘regulated complaint’ which is as an expression of 

dissatisfaction (oral or written) about the provision of, or failure to provide, a financial 
service. It alleges how you have suffered (or may suffer): financial loss; material distress; 
or material inconvenience. 

4. Be familiar with the best ways to investigate, record, and report complaints. 
5. Understand the role of FOS and ADR’s and how its’ rules impact on complaints’ timelines. 



  
 

Ref. MOD-001  Page 29 of 33 

6. Outline record keeping requirements. 
7. Identify the need for BEL to make MI reports to Modulr who in turn report to the FCA. 
8. Understand the need to maintain a Complaints Register. 
9. Comprehend the nature of Root Cause Analysis Methodology and how it should be utilised 

 
BEL recognises that effective complaints handling is dependent on staff being appropriately trained, 
and that training must be kept current in response to regulatory developments, FOS thematic 
findings, and internal lessons learned. This Policy sets out BEL's minimum requirements for 
complaints handling training across all relevant roles. 
 

Induction Training 
All staff within scope must complete complaints handling induction training before being permitted 
to handle customer interactions independently. Induction training must cover as a minimum: 

1. Clear guidance on the identification of appropriate complaints channel(s) relating to the dual 
Gambling Commission and FCA regimes.  

2. The FCA's definition of a regulated complaint and the Gambling Commission complaint and 
disputes definitions, including the recognition that a complaint need not use the word 
'complaint' and need not be in writing 

3. The complaints channels available to customers and BEL's obligations under DISP 1.3.1R to 
accept complaints by any reasonable means 

4. The applicable response timescales for EMD/PSD complaints (15 and 35 business days) and 
for gambling complaints (8 weeks), and how to identify which regime applies 

5. The mandatory logging requirements for all complaints, including the data fields set out in 
this Policy 

6. The prohibition on rejecting complaints as invalid, arguing with customers, or escalating 
issues informally to avoid formal logging 

7. Identification of vulnerability indicators and the adjusted handling obligations that apply 
8. The escalation pathway within BEL, including the role of Compliance and the circumstances 

requiring Senior Management involvement 
9. The role of the Financial Ombudsman Service and ADR entities, and BEL's obligation to 

signpost customers to these bodies in the correct circumstances 
10. BEL's obligations under the Consumer Duty and how they apply to the complaints process 

 
Completion of induction training must be recorded in BEL's training register and signed off by the 

Head of Compliance or a nominated deputy. 

Annual Refresher Training 
All staff within scope must complete complaints handling refresher training on an annual basis. 
Refresher training must: 

1. Revisit the core obligations and procedures covered in induction training. 
2. Incorporate any changes to the Gambling Commission’s LCCP and FCA's DISP rules, 

Consumer Duty guidance, or BEL's own Policy made since the previous training cycle. 
3. Include a review of BEL's complaints MI from the preceding period, highlighting any themes, 

systemic issues, or FOS findings that have implications for handling practice. 
4. Address any specific areas of weakness or non-compliance identified through quality 

assurance review or complaint audits. 
 

Annual refresher training must be completed within the calendar year. Completion must be 
recorded in the training register. Any staff member who has not completed refresher training within 
the required period must not handle complaints independently until training is complete. 
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Trigger-based Training Updates 
In addition to induction and annual refresher training, BEL must provide prompt training updates to 
all relevant staff in the following circumstances: 

1. Material changes to the Gambling Commission’s LCCP or FCA's DISP rules or Consumer Duty 
framework that affect complaints handling obligations. 

2. Publication of FCA thematic findings or Dear CEO letters addressing complaints handling 
standards. 

3. Adverse FOS and or ADR determinations or patterns of FOS determinations that indicate a 
systemic handling issue at BEL. 

4. Identification by Compliance of a recurring or systemic complaints issue arising from a gap in 
staff knowledge or practice. 

5. Significant changes to BEL's products, services, or customer journey that give rise to new 
categories of complaint. 

 
Trigger-based training updates do not replace the annual refresher cycle but supplement it. They 
must be documented and added to the training register. 
 

Training Delivery and Assessment 
Training may be delivered through a combination of e-learning modules, in-person workshops, 
structured case study review, and written materials. The method of delivery must be appropriate to 
the content and the audience. Where training covers vulnerability handling, role-play or scenario-
based exercises are strongly recommended as a supplement to written materials. 
 
All induction training must include a knowledge assessment to confirm staff understanding. 
Refresher training must include a brief assessment or quiz. Staff who do not achieve the required 
pass mark must undergo additional training before handling complaints independently. Pass marks 
and assessment results must be recorded in the training register. 
 

Training Records 
The Head of Compliance is responsible for maintaining BEL's training register for complaints 
handling. 
 
The register must record: 

1. The name and role of each member of staff within scope. 
2. The date on which induction training was completed. 
3. The date on which each annual refresher training was completed. 
4. Details of any trigger-based training updates, including the date, content, and staff covered. 
5. Assessment results for each training event. 
6. Any exceptions, deferrals, or non-completions, with the reason and a remediation date. 

 
The training register must be available for inspection by Modulr and the FCA upon request. 
Compliance must include a summary of training compliance in the quarterly complaints MI report to 
Senior Management. 
 

17.  Record Keeping 
BEL record the details of all complaints received so that BEL are able to meet onward reporting 
requirements. This includes reporting by Compliance to the Gambling Commission and Modulr. 
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A copy of BEL’s complaints register should be made available to Modulr and the Gambling 
Commission when requested.  
 
Customer complaints are documented and submitted to the Gambling Commission and Modulr 
where required in accordance with BEL’s licencing and contractual obligations.  
 
BEL must maintain accurate, complete, and accessible records of all complaints received, and of the 
handling and resolution of those complaints. This obligation arises from DISP 1.9.1R and from BEL's 
contractual reporting obligations to Modulr. Records are regulatory documents and must be treated 
accordingly. 
 

Retention Period 
All complaints records must be retained for a minimum of three years from the date on which the 
complaint was received. This applies to all complaints falling within BEL's e-money and payment 
services activities under Modulr. Where a complaint has been referred to FOS, the relevant records 
must be retained until the FOS determination is final and all associated obligations have been 
discharged, or for three years from the date of the FOS determination, whichever is the later. 
 
Complaints records relating to gambling activities are subject to the record-keeping requirements of 
BEL's Gambling Commission licence. Where the applicable retention period under the Gambling 
Commission's requirements exceeds three years, the longer period applies.  
 
Following expiry of the applicable retention period, complaints records must be securely deleted or 
destroyed in accordance with BEL's data retention and disposal Policy, and such disposal must be 
recorded. 
 

Mandatory Data Fields 
Each complaint record must contain at minimum the following information: 

1. A unique complaint reference number. 
2. The full name and contact details of the complainant. 
3. The customer account identifier or reference. 
4. The date and time the complaint was received. 
5. The channel through which the complaint was received (email, telephone, post, social 

media, third party). 
6. The name or staff ID of the member of staff who received and logged the complaint. 
7. A neutral summary of the nature of the complaint, including the harm alleged (financial loss, 

material distress, or material inconvenience). 
8. The product or service to which the complaint relates, and whether the complaint is 

classified as a gambling complaint, an EMD/PSD complaint, or both. 
9. A vulnerability indicator flag (where applicable), and a description of the indicator observed. 
10. The name or staff ID of the handler to whom the complaint has been allocated. 
11. A chronological log of all actions taken in handling the complaint, including the dates of all 

communications with the complainant. 
12. Copies of all written communications sent to and received from the complainant. 
13. The outcome of the complaint (upheld, partially upheld, rejected, resolved by summary 

resolution communication). 
14. Details of any redress or remedial action offered and whether it was accepted by the 

complainant. 
15. The date on which the complaint was closed. 
16. Whether the complaint was referred to the FOS or an ADR entity, and the outcome of that 

referral. 
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Where a complaint involves a third-party representative acting on behalf of the complainant, the 
representative's details, the nature of their authority, and any correspondence with them must also 
be recorded. 
 

Complaints Register 
All complaints must be recorded in BEL's central complaints register. The register is a live document 
maintained by the Compliance team and must be kept up to date on a rolling basis. It serves as the 
primary source of management information for complaints reporting, root cause analysis, and 
Consumer Duty outcome monitoring. 
 
The complaints register must be made available to Modulr in accordance with BEL's contractual 
obligations, and to the FCA upon request. A summary of the register, including complaint volumes, 
outcomes, and trends, must be reported to Senior Management on a quarterly basis as part of the 
standard compliance MI report. 
 
The register must be stored securely, with access restricted to staff with a legitimate need. Any 
amendment to a closed complaint record must be logged with the date, the identity of the person 
making the amendment, and the reason for the amendment. Historical entries must not be deleted. 
 

Reporting to the FCA and Modulr 
BEL is required to report complaints data to Modulr in accordance with its distributor agreement, 
and Modulr in turn reports to the FCA in line with DISP 1.10R.  
 
BEL must ensure that the complaints register contains all data required to meet Modulr's reporting 
specifications, and that data is provided to Modulr within the timescales set out in the distributor 
agreement. 
 
Where BEL identifies a complaint or a pattern of complaints that constitutes a significant event 
under its contractual or regulatory obligations, it must notify Modulr. 
 

Reporting to the Gambling Commission 
BEL must report the numbers of formal complaints received, and the number that are not resolved 
at the first stage of the complaint procedures, that is, those that become disputes, to the Gambling 
Commission. BEL must also report the number of disputes that it are aware have been referred to an 
ADR entity as part of the Regulatory Return reporting requirements, under Licence Condition 15.3.1. 
 

Data Protection 
Complaints records contain personal data and must be processed in accordance with BEL's 
obligations under UK GDPR and the Data Protection Act 2018.  
 
Data subjects have rights of access to their personal data held in complaints records, subject to 
applicable exemptions. Any subject access request received in connection with a complaints record 
must be handled in accordance with BEL's data protection Policy and the Head of Compliance must 
be notified immediately. 
 

18. About this Policy 
This Policy may be abolished, amended, and supplemented only by a decision of the Head of 
Compliance and Senior Management of BEL. 
 

https://www.gamblingcommission.gov.uk/licensees-and-businesses/lccp/condition/15-3-1-general-and-regulatory-returns
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BEL’s Head of Compliance: 
1. Must periodically (at least once a year) or upon occurrence of important events or changes 

(for instance, in case of changes in legal acts or in case of new risks) revise this Policy and 
update it if required. 

2. Is responsible for ensuring staff are familiar with this Policy and its later versions, if any.  
3. Is responsible for providing staff with a copy of this Policy and after that requiring each staff 

member to formally confirm their acquaintance with this Policy. 
 
This Policy is version controlled, subject to a periodic review schedule, and revised appropriately to 
ensure that it remains effective considering any applicable learning or guidance published by the 
Gambling Commission and FCA.  


