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Cboe Europe Indices Complaints Procedure 
 

Purpose  
This Index Complaint Procedures Policy ("Policy") describes how Cboe Europe Indices B.V. 

(“CEIBV”) provides for the intake, investigation, escalation, and resolution of complaints related to 
CEIBV’s indices and benchmarks (collectively “Indices”). Legitimate complaints regarding CEIBV’s 

Indices are an important source of feedback and their effective resolution enhance CEIBV’s 
capabilities and resolution. 
  

The primary objectives of this Policy are to establish (1) a fair review of and timely response to all 

legitimate Complaints, (2) a process for notifying CEIBV’s Index Administration Oversight Body 
(“IAOB”) of complaints, (3) and record retention requirements relating to Complaints. 

  

Submission  
1. Complaints regarding Indices (including, but not limited to, methodologies, input data, and 

discretion to use expert judgement) are submitted by external entities via email or letter.  
 

2. Examples of legitimate complaints include, but are not limited to, those relating to: 

a. whether a specific Index determination is representative of market value;  

b. proposed changes to an Index determination process;  

c. application of Index methodologies;  

d. choice of input data; and 

e. exercise of discretion or expert judgement.  

 
3. Examples of illegitimate complaints, which may be disregarded by CEIBV staff, include, but are 

not limited to: 

a. those directed to non-CEIBV indices;  

b. complaints containing profanity;  

 
4. Complaints directed to regulatory, legal, and / or compliance issues will be referred to the 

appropriate groups within Cboe Europe Indices B.V., Cboe Europe B.V. or Cboe Europe Limited. 
 

Review and Investigation  
5. All complaints will be logged. It is within the discretion of CEIBV staff to determine if an 
investigation of a complaint is warranted. Submitted complaints are retained in according with 
CEIBV business practices and applicable laws and regulations.  
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6. Upon receipt of a Complaint, staff will be assigned to review and investigate the Complaint and 
determine an appropriate response.  
 

7. Where necessary, staff will consult with the appropriate groups within CEIBV or Cboe Europe 
B.V. or Cboe Europe Limited to determine a response. Cboe staff investigating legitimate Index 

complaints shall be permitted access to data and other internal resources, provided no legal and / 
or regulatory reason exist that would prohibit such access.  

 
8. CEIBV staff and the IAOB are subject to policies governing conflict of interest to ensure fair 

review and consideration of submitted complaints. Any individual that is directly involved in the 
subject matter of the Complaint will be recused from the investigation process.  
 

Escalation  
9. Staff will escalate unresolved Complaints to the CEIBV Board as it deems appropriate.  

 

10. A summary of all Index Complaints will be provided at each IAOB meeting for review.  
 
11. If any Complaint relates to Cboe Europe B.V.’s or Cboe Europe Limited’s activities as an 
exchange, the Complaint will be forwarded to their Compliance Department for review, as 

appropriate.  
 

Response  
12. Following an investigation, CEIBV will provide a response to legitimate complaints within a 

reasonable period of time. Any response sent to a complainant will be logged.  

 
13. CEIBV will take corrective action, if needed, within a reasonable time period. Corrective action 

may include, but is not limited to: proposal of Index alteration, restatement of an Index value, and 
other actions appropriate in the context of CEIBV’s control framework. Resolution actions taken by 

CEIBV in response to a complaint will be logged.  
 

Record Retention  
14. All documents concerning Complaints will be maintained for a minimum of five (5) years. 


