Complaints Publication Report

Interactive Brokers (U.K.) Limited

Interactive Brokers (U.K.) Limited (referred to as "IBUK") takes customer complaints very
seriously and strives to:

Investigate each complaint competently, diligently and impartially;

e Assess each complaint fairly, consistently and promptly with respect to subject matter,
whether it should be upheld and what remedial action or redress may be appropriate;

e Offer redress or remedial action when appropriate;
Explain to the complainant promptly and, in a way that is fair, clear and not misleading,
its assessment of the complaint, its decision on it and any offer of remedial action or
redress; and

e Comply promptly with any offer of remedial action or redress accepted by the
complainant.

e Consider complaints as an opportunity to learn, adapt, improve and provide our
customers a better service;

e Increase customer confidence in our management commitment to treat them fairly.

The complaints table below offers an analysis of all complaints made to Interactive Brokers
(U.K.) Limited between January and June 2024.

The UK Financial Conduct Authority (“FCA”) have grouped the complaints data into six FCA
product categories. For Interactive Brokers (U.K.) Limited however, complaints data only
applies to the 'Investments' category.

The FCA requires firms to state the complaint volumes in the context of the number of
transactions or the number of accounts. We provide this data against the number of
transactions. This information has been included in the second column of the Investments
table, labelled ‘Intermediation’. This figure details the number of complaints we received per
1,000 transactions within the half-year reporting period. To note, Interactive Brokers (U.K.)
Limited has completed over 23 million transactions within this reporting period.

The FCA also require firms to state how many complaints were opened in the reporting
period and how many were closed. With regard to the closed complaints, we include details
about the amount of time the complaints were open for.

The penultimate column details the amount of complaints which were upheld and of which
clients received compensation for.

In the final column of the Investments table, we have highlighted the main cause of the
complaints, as defined by the FCA. The majority of the complaints we received were classed
as ‘general administration and customer service’, which includes human error and issues of
an operational nature.
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Interactive Brokers (U.K.) Limited

Firm name: Interactive Brokers (U.K.) Limited
Other firms included in this report (if any): N/A
Brands/trading names covered: N/A

Period covered in this report: 1 January — 30 June 2024

Number of complaints opened
by volume of business

Product / Provision (at | Intermediation | Number of | Number of | Closed Closed Closed | Upheld Main Cause of
service end of (within the complaints | complaints | within 3 | After 3 Days | After 8 (%) Complaints opened
grouping reporting end reporting opened closed days but within 8 | weeks
date) period) (%) weeks (%) (%)
Banking and N/A
credit cards
Home finance N/A
Insurance and N/A
pure protection
Decumulation N/A
and pensions
Investments 212 0.03 673 643 25% 71% 4% 18% General Admin /
Customer Service
Credit related N/A
Claims N/A
management
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