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1. Purpose

This policy sets out the process for handling formal complaints raised by mystery
shoppers in relation to task allocation, validation outcomes, payment decisions, data
handling, or any other aspect of the mystery shopping service.

The aim is to ensure complaints are handled consistently, fairly, and in a timely manner.

2. Scope

This policy applies to all formal complaints raised by registered mystery shoppers
operating under IshopForlpsos in the UK and Ireland.

It does not replace general support queries, which are handled through the shopper
support team.

3. How a Complaint Can Be Submitted
A formal complaint may be submitted via:
¢ The website contact form (selecting “Complaint”)
https://ishopforipsos.com/en-GB/contact

¢ Direct email to the dedicated complaints mailbox:
complaints@ipsosmysteryshopper.co.uk
e Escalation from shopper support or validation where the shopper explicitly
requests a complaint review
All complaints are directed to the Mystery Shopping Complaints Mailbox.

4. Complaint Review Process
The complaints mailbox is owned and monitored by senior leadership within the
Channel Performance team.
Upon receipt:
e Anacknowledgment is issued within 48 hours.
e The complaintis reviewed.
¢ Independent oversight applied as needed
¢ Relevantinternal teams e.g. Validation, Fieldwork, Project Managementmay be
consulted.
e Where required, the client may be contacted for factual clarification.
e Standard complaints will be dealt with within 30 days
e More complex complaints or those requiring further investigation or evidence
may 3 months or more and timelines will be communicated.
Each complaint is assessed on evidence, contractual terms, and project guidelines.

5. Possible Outcomes

Following review, one of the following outcomes may apply:
¢ More information needed
e Original decision upheld
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e Decision amended

¢ Paymentissued as gesture of goodwill (where appropriate)

e Further clarification provided
The decision communicated following senior review constitutes the final internal
decision.

6. Escalation
Where a complaint relates to data protection, subject access requests (SAR), or
regulatory matters, it will be escalated internally to:

e Business Excellence / Compliance Team

e Legal Team (where required)
These matters follow separate governance processes under I[psos data protection
procedures.

7. Record Keeping

All formal complaints are retained within the complaints mailbox and may be logged for
audit and compliance monitoring purposes.

Records are maintained in line with Ipsos data retention policies.

8. Data Protection
Personal data submitted as part of a complaint will be processed in accordance with
the Ipsos Privacy Policy and applicable UK GDPR requirements.



