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Complaints and Appeals Policy Timeline 

Informal complaint 
sent to SET 

Operations Manager

Response from SET 
Operations Manager

Formal complaint 
escalated to SET 

Director

Complaint 
acknowledged by SET 

Director

Response from SET 
Director

Complaint resolved 
OR no response from 

Member

Member sends 
dissatisfaction notice

Receipt acknowledged 
by ETF.  Complaint 

escalated to ETF COO

Response from ETF 
COO

Complaint resolved 
OR no response from 

Member

Member sends second 
dissatisfaction notice

Receipt acknowledged 
by ETF.  Complaint 
escalated to SMB 

Chair

Date of review 
confirmed by SMB 

Chair

SMB chair review final 
decision 

communicated to 
Member

Complaint resolved 
OR no response from 

Member

Within 2 working days 

Within 5 working days 

Within 10 working days 

Within 10 working days 

Within 2 working days 

Within 10 working days 

Within 10 working days 

Within 2 working days 

Within 5 working days 

Within 30 working days 

Within 10 working days 




