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Introduction1 
 
Manulife Investment Management (Ireland) Limited (the “Company”) is required to establish, 
implement, and maintain effective and transparent procedures to ensure that investor complaints are 
dealt with properly and promptly. The Central Bank of Ireland (the “Central Bank”) requires that 
complaints from unitholders or shareholders in the Funds are addressed promptly and effectively. The 
Company believes that prompt and effective handling of complaints is key element of dealing fairly with 
all its clients. 

 

Definition of a Complaint 
 
A complaint is defined as any oral or written expression of dissatisfaction, whether justified or not, from 
or on behalf of a person or corporate body, about the Company’s provision of or failure to provide a 
regulated financial service. A complaint must allege that the complainant has suffered, or may suffer 
financial loss, material distress or material inconvenience and can include an expression of 
dissatisfaction which is capable of becoming a complaint as defined in this paragraph. A complaint from 
a unitholder or shareholder can relate to the administration of the Funds as well as to the provision of 
investment management services to the Funds. All complaints received and the measures taken to 
resolve them must be recorded, regardless of their nature, and dealt with in accordance with the 
provisions in this Complaints Policy. 

 

Receipt of a Complaint 
 
Complaints can be made by any reasonable means, including by telephone, letter, e-mail or in person. 
Precise record keeping is essential and a detailed note must be made of any complaint, however trivial 
it might appear at the time. Complaints can be received from or on behalf of any Client or potential 
client of the Company or from an investor in the Funds and can be submitted free of charge. All 
complaints received by the Company will be dealt with impartially and without undue delay. Complaints 
will be handled independently, and the same standards will be applied to all complaints received, 
regardless of their source or subject matter. Complaints regarding the Company’s distribution activities 
will be handled by the Distribution Officer, who is the Designated Person responsible for dealing with 
such complaints in accordance with the procedures and timescales set out in the Company’s Business 
Plan. The responsibility for assessing all complaints that do not relate to distribution activities and for 
deciding on the appropriate method of response lies with the Compliance Officer and the Compliance 
Department and not with the person who receives the complaint. All complaints will be investigated by 
Compliance and an appropriate response made to the complainant. 

 
 
 
 

 
1 Please refer to the MIMIL Compliance manual for definitions. This is a interim solution as part of policy redrafting and will be addressed in 

due course. 
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Complaints Handling Process 
 

MIMIL Arrangements 
 
Following receipt of a complaint, the Company will investigate the matter without undue delay and will 
respond promptly to the complainant, obtaining additional information as necessary.  
 
When a complaint is received, the Company will send a written acknowledgement of the complaint to 
the complainant, with a confirmation that the complaint has been received and an assurance that the 
relevant team is dealing with the matter.  
 
The Company will give the complainant a contact name (either the Compliance Officer or the Head of 
Distribution, depending on the nature of the grievance) and will ensure that the complainant is kept 
informed of the progress being made in the assessment of the complaint.  
 
Any additional information that is needed from the client will be requested as soon as the Company 
becomes aware that such information is required. While dealing with a complaint the Company will 
communicate with the complainant clearly and in plain language 
 
In assessing the merits of a complaint, the Company will consider:  

 

• The subject matter of the complaint, all the available evidence relating to the complaint and the 
circumstances under which the matters set out in the complaint took place;  

• Whether there are similarities with any other complaints received by the Company; Any relevant 
guidance published by the Central Bank, other regulators or the Financial Services and Pensions 
Ombudsman, including any analysis;  

 
Following this assessment, the Company will decide whether the complaint should be upheld; What 
remedial action, if any, should be taken and, if appropriate what redress should be proposed to the 
complainant; and Whether there are reasonable grounds for concluding that another regulated firm may 
be solely or jointly responsible for the matters alleged in the complaint.  
 
As soon as its assessment is complete and a decision made as to any action to be taken, the Company 
will write to the complainant providing the Company’s position on the matters raised by that complaint.  
 
This response will include: -  
 

• A reference to the fact that the complainant has made a complaint and that the Company 
considers this complaint to have been resolved; -  

• A statement that if the complainant is dissatisfied with the Company’s resolution of the 
complaint, they may be able to refer it to the Financial Services and Pensions Ombudsman; -  

• Details of the website address of the Financial Services and Pensions Ombudsman together 
with a reference to further information being available at that website; and - General 
information, as appropriate, on any ongoing options that the complainant may have in relation 
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to their complaint.  
 
The Company will make every effort to issue its final response to the complainant within fourteen (14) 
business days of receipt of the complaint. However, in circumstances where this does not prove 
possible, the Compliance Officer or the Head of Distribution as appropriate will write to the complainant 
within the same timescale to provide an update on progress. In all but the most exceptional 
circumstances, a final response will be delivered within thirty (30) business days of first receipt of the 
complaint. If a complainant accepts an offer of action or redress the Company will satisfy its obligations 
under that offer as soon as possible. 
 

Service Providers 
 
Where complaints relating to the Company are received by a Service Provider , including any of the 
Sub-Investment Managers, any distributor, the Depositary or the Administrator, they will be forwarded 
to the Company to be addressed in accordance with its Complaints Handling Process (as set out 
above).  
 
Any complaints relating to the Company received by a Service Provider where the Service Provider 
deems the complaint to be their responsibility will be addressed by that Service Provider in accordance 
with their own complaints handling procedures. All Service Providers must maintain a file of all written 
complaints received against it in connection with business carried out on behalf of the Company, which 
must include a record of their response and the action taken as a result of the complaint. The Company 
must be informed of all such complaints addressed by Service Providers in accordance with their 
reporting obligations. Any ad hoc issues must be reported as and when they occur. Where a complaint 
is serious in nature, for example, where the client seeks financial remedy or threatens to terminate the 
relationship with the Funds or the Company, where publication of the complaint could result in negative 
publicity for the Company or the Funds, or where a complaint needs to be brought to the attention of a 
regulatory body, the Service Provider must report this immediately to the Company. 
  

Monitoring 
 
As part of its oversight of delegated activities, the Company will review the complaints handling 
procedures of any Service Provider / delegate and will review all complaints reports received from them 
to ensure completeness and consistency of approach in their handling of any complaints received. The 
Company will expect Service Providers to demonstrate equivalent standards to their own in their 
handling of complaints received. Complaints received by any Service Provider or Delegate acting on 
behalf of the Company, including a Sub-Investment Manager, must be handled to an equivalent 
standard to those received directly by the Company. The Company will monitor the effectiveness of this 
Policy and of its complaints handling reporting arrangements overall in order to confirm that its 
obligations to Clients and investors are being satisfied. As part of the monitoring process, the 
compliance department may analyse complaints and complaints-handling data to ensure that they 
identify and address any risks or issues. 
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Board Reporting 
 

All complaints received by the Company and its Service Providers will be reported to the Board. If 
necessary, this may be accompanied by a report on the monitoring of complaints received, the 
effectiveness of the complaints management function and the result of any analysis of complaints data 
together with the identification of any risks and issues that arise from such analysis. Material complaints 
would be reported promptly to the Directors who may convene an immediate Board Meeting to consider 
appropriate remedial action to address both the terms of any redress to be offered to the complainant and 
the prevention of a recurrence of any identified shortcomings. This Policy and the Company’s complaints 
handling arrangements will be reviewed on at least an annual basis or following a relevant material change 
affecting the its procedures in this respect. 

Record Keeping 
 

The Company and all Service Providers to the Company must maintain a comprehensive log of 
complaints and the action taken to resolve them. This log must be made available for inspection by the 
Central Bank if required. The log must contain sufficient detail to demonstrate that the complaint has been 
adequately addressed and in accordance with the relevant Complaints Handling Processes. 
 

Information Relating to Complaints Handling 

Information in relation to complaints procedures is made freely available to shareholders or unitholders in 
the Funds and to IPM Clients, all of whom can file complaints at no cost to them. Investment management 
agreements entered into with IPM Clients must include details of the Company’s complaints procedures. 
Details of the Company’s complaints handling process and the contacts for the receipt of complaints must 
be provided free of charge on request. A summary of the process is made available on the relevant 
website  
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Appendices 
 

Policy Change Control Table 
 
 

Version Policy Name Date: Summary of changes 

1.0 MIMIL Complaints Policy July 2019 Policy Adopted Upon Authorisation 

2.0 MIMIL Complaints Policy   

3.0 MIMIL Complaints Policy   

4.0 MIMIL Complaints Policy February 2022 Annual Review – non material 
amendments 

5.0 MIMIL Complaints Policy July 2023 Updated to reflect arrangements in 
place v/v reliance on delegate 
arrangements 

6.0 MIMIL Complaints Policy 17 June 2025 2025 Review – No material updates 

 
 


