SCOTTISH & NEWCASTLE PENSION PLAN
COMPLAINTS PROCEDURE

This procedure covers both: (i) Internal Dispute Resolution Procedure (“IDRP”’) Complaints — Part One; and (ii) Data
Protection Complaints — Part Two.

Part One: IDRP Complaints

What is an IDRP Complaint?

An IDRP Complaint covers disputes between the Trustee and:

e any member;

e any prospective member;

e any widow(er) or surviving dependant of a member; or

e anybody claiming to be a spouse, surviving dependant or prospective member.

Who can bring an IDRP Complaint?

IDRP Complaints can be accepted from:

e the complainant

e arepresentative nominated by the complainant

e the personal representative of a complainant who has died

e someone acting on behalf of a complainant who is incapable of acting

The IDRP has one or two Stages, depending on the nature of the case. Where the general subject matter of a dispute has
already been dealt with under the IDRP in a complaint brought by another complainant, that dispute will proceed straight
to the Trustee Stage and not be dealt with under the Preliminary Stage.

How to bring an IDRP Complaint and/or a Data Protection Complaint
Regardless of the nature of the complaint, all correspondence should be addressed to Ms Janis Ireland, Secretary to the
Trustee, email — Janis.ireland@snpensions.co.uk.

Details which should be included in the complaint are:

e complainant’s name, address and date of birth

e complainant’s relationship with the member (where appropriate)

e if someone is acting on behalf of the complainant, signed authority from the member to allow the representative to
act on their behalf including the name and address of anybody acting for the member and the name, address and date
of birth of the member, along with a statement that the member authorises the person to act on their behalf in respect
of the complaint

e address for replying to the complainant

e  details of the complaint.

In order for the Trustee to process your complaint, you will need to provide us with relevant evidence and information.
This is likely to include personal data, which will be processed in accordance with the Plan’s privacy notice, a copy of
which is available from:

Scottish & Newcastle Pension Plan Trustee Limited
c/o Janis Ireland,
Email address: Janis.Ireland@snpensions.co.uk

We may pass information you provide in relation to this dispute to Scottish & Newcastle Pension Plan Trustee Limited
(as the Plan’s Trustee), Capita Employee Benefits Limited (as the Plan’s Administrator), Mercer (as the Plan’s Actuary),
Scottish & Newcastle Limited (as the Plan’s Principal Employer) and CMS Cameron McKenna Nabarro Olswang LLP
(as the Plan’s legal adviser).

We may need to process special categories of sensitive personal data for the purpose of considering and deciding your
complaint. This includes data concerning health or sexual orientation. We may process your dispute (including this
sensitive information) where it is necessary in order to comply with our legal obligations or to defend a claim.
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An IDRP Complaint may not be dealt with under the Plan’s IDRP if the Pensions Ombudsman has started investigating
the complaint or court or tribunal proceedings have begun.

On receiving a complaint, the complainant must be notified that the Money and Pensions Service (currently known as
MoneyHelper) is available to assist members and beneficiaries of the Plan in connection with any difficulty with the Plan.
The contact details for MoneyHelper can be found here: www.moneyhelper.org.uk/en/contact-us

(A) Stage 1: Preliminary Stage
(applicable for all complaints)

If, as explained above, the dispute is not one that should proceed straight to the Trustee Stage, a statement setting out an
initial decision by the Head of Pensions will normally be issued within 4 months of raising your complaint and 15 working
days from reaching a decision and will include:

e an explanation of how the decision was reached

o reference to any relevant legislation or documentation

e reference to the complainant’s right to appeal to the Trustee Stage

(B) Stage 2: Trustee Stage
(applicable for all complaints)
Appeals from the Preliminary Stage decision should be made to the Trustee within 6 months of the date of the decision
and be addressed to the Trustee Secretary as above. The appeal should include:
e the grounds for appeal
e reasons for dissatisfaction with the original decision
e acopy of the decision made at the Preliminary Stage
e a formal statement asking for review by the Trustee Board

The Trustee will aim to make its decision regarding the complaint within 2 months in the case of an appeal, or 4 months
where it is not an appeal, in each case reporting the decision to you within 15 working days from it being made. The
decision will also refer to the potential availability of the Pensions Ombudsman for IDRP Complaints.

Further Information: IDRP Complaints

If you are unhappy with the response, you can refer your IDRP Complaint to the Pensions Ombudsman free of charge.
The Pensions Ombudsman deals with complaints and disputes which concern the administration and/or management of
occupational and personal pension schemes. Before accepting any matter for investigation the Pensions Ombudsman
usually insists that the matter shall previously have been raised under the IDRP and still remain unresolved.

Contact with the Pensions Ombudsman about a complaint needs to be made within three years of when the event(s) you
are complaining about happened — or, if later, within three years of when you first knew about it (or ought to have known
about it). There is discretion for those time limits to be extended.

In respect of IDRP Complaints, the Pensions Ombudsman can be contacted at:
10 South Colonnade, Canary Wharf

London, E14 4PU

Tel: 0800 917 4487 (10am — 2pm, Monday — Friday)

Email: Enquiries@pensions-ombudsman.org.uk

Website: www.pensions-ombudsman.org.uk

You can also submit a complaint online: www.pensions-ombudsman.org.uk/making-complaint

Part Two: Data Protection Complaints

What is a Data Protection Complaint?

Where an individual makes a complaint that relates to or includes an allegation that the Trustee (as a data controller, or
joint controller, including acting through a processor) has infringed data protection legislation because of the way their
personal information has been handled, this will be considered a “Data Protection Complaint”. Information included under
the heading ‘Handling Data Protection Complaints’ (Part Two of this Complaints Procedure) applies to any data
protection complaint.
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Who Can Bring a Data Protection Complaint?

Individuals are entitled to bring a Data Protection Complaint against the Trustee, either as part of a general IDRP
Complaint, or as a standalone complaint. This includes any person whose data is processed by or on behalf of the Trustee
(or claims that there has been such processing) even if they are not otherwise entitled to make an IDRP Complaint.

If your identity is unclear at the point you submit a Data Protection Complaint, we will request proof of ID before
responding, and at the earliest opportunity.

There may be occasions where an individual wants to make a Data Protection Complaint on behalf of someone else. Where
this is the case, we will check that the requester has authority to act on behalf of the other person.

Where a complaint relating to processing of data is made to the Plan Administrator or any other data processor acting on
the Trustee’s behalf, they must refer the complaint to the Trustee as soon as possible.

Procedure
Data Protection Complaints (either in addition to, or as part of a complaint under the IDRP Procedure), should follow the
standard IDRP procedure outlined in Part 1 above (“How to Bring a Complaint” and “Preliminary Stage”)!, but subject to
the following additional requirements (which are in line with the ICO’s guidance on Data Protection Complaints):
e  An acknowledgement must be sent within 30 days.
e If the Trustee can provide an outcome to the Data Protection Complaint sooner than any other aspects of
the IDRP Complaint, it must do this.
e If the investigation is likely to take some time, the Trustee must follow up on the initial response so the
complainant knows they are working to resolve the issue.
e The complainant should be notified that they can escalate their Data Protection Complaint to the ICO. There is
no obligation to wait for the Trustee Stage of the IDRP to conclude before escalation to the ICO.

The Trustee will also keep a record of:

e the date the Data Protection Complaint was received;
the acknowledgement;
any relevant conversations and documents;
the outcome of the Data Protection Complaint; and
any actions taken as a result of the investigation.

A member or other individual exercising their data protection rights (for example a subject access request for copies of
their personal information, or requesting deletion of their information) is not considered a complaint. These will be dealt
with in accordance with the Trustee’s Data Protection Policy and legislation.

Amendments to this procedure

The Trustee may amend this Complaints Procedure from time to time in the light of experience and practice or to accord
with any changes in legislation or regulatory guidance.
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