
 

 

These guidelines have been produced as a guide to the internal processes for Bank of America for dealing with client complaints 

received in relation to services provided or benchmarks administered by Bank of America EEA and UK based entities (which may 

include, but is not limited to, Merrill Lynch International, BofA Securities Europe Société Anonyme and Bank of America Europe 

Designated Activity Company. See ‘BofA Entities List’ for additional information). Client complaints received in the EEA or the UK 

will be managed by our Complaints Handling Function unless the competent authority in the state where the service is provided 

has established a different process. 

Complaint Contacts  

 

If a client or potential client (“client”) wishes to register their dissatisfaction regarding our provision of, or failure to provide, a 

financial service or a redress determination which they consider to have caused them financial loss, material distress or material 

inconvenience they may do so via their existing contacts at BofA, they may contact our Complaints Handling Function directly at 

Complaints.Handling@bofa.com or contact the BofA complaints contact registered with the relevant competent authority. We will 

require contact details for the client, as well as an outline of the nature of the complaint and the loss, material distress or material 

inconvenience which has been suffered.  

In the event of uncertainty over whether a client intends a communication to be treated as a complaint, BofA may ask the client to 

confirm if the communication is a formal complaint. If the client states that they do not wish to have the communication treated as 

a complaint, no further action will be taken and the matter will be considered closed. 

 

Complaints Handling Process  

 

Upon immediate receipt, a potential complaint communication will be reviewed to determine whether it meets the definition of a 

complaint as prescribed by the relevant competent authority. If it meets the definition it must be promptly entered by the 

recipient into our automated internal system for referral to the Complaints Handling Function. The client will receive formal 

acknowledgment of receipt of their complaint within 10 days, along with contact details for the Complaints Handling Function and 

a copy of this Complaints Handling Procedure document. An independent internal investigation into the allegations will be 

undertaken and we will endeavor to have this completed without undue delay.  

BofA will look to reply to the complaint, addressing all points raised, within 15 business days of receipt of the complaint. In 
exceptional situations, if the answer cannot be given within 15 business days, a holding reply will be sent to the client notifying 
them of the delay. The final reply will be provided within 35 business days of receiving the complaint.

BofA EEA & UK Complaints Handling 
Summary  

https://www.bofaml.com/content/dam/boamlimages/documents/articles/ID17_1174/bofaml_entity_list.pdf
mailto:Complaints.Handling@bofa.com


 

“Bank of America” and “BofA Securities” are the marketing names used by the Global Banking and Global Markets divisions of Bank of America Corporation. 
Lending, other commercial banking activities, and trading in certain financial instruments are performed globally by banking affiliates of Bank of America 
Corporation, including Bank of America, N.A., Member FDIC. Trading in securities and financial instruments, and strategic advisory, and other investment banking 
activities, are performed globally by investment banking affiliates of Bank of America Corporation (“Investment Banking Affiliates”), including, in the United States, 
BofA Securities, Inc. and Merrill Lynch Professional Clearing Corp., both of which are registered broker-dealers and Members of SIPC, and, in other jurisdictions, by 
locally registered entities. BofA Securities, Inc. and Merrill Lynch Professional Clearing Corp. are registered as futures commission merchants with the CFTC and 
are members of the NFA.  
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Outcome Notification and Recourse 

 

Following their investigation, BofA will notify the client in writing of their determination on whether the complaint is upheld or not. 

If the complaint is upheld this communication will include the proposed redress.  

We would hope that we should be able to resolve any issues without reference to a third party, however if the client remains 

dissatisfied with the final response they may have recourse to refer the complaint to an alternative dispute resolution entity, as 

defined in Article 4(h) of Directive 2013/11/EU of the European Parliament and of the Council of 21 May 2013 on alternative 

dispute resolution for consumer disputes, or to consider pursuing civil action. 

Questions? 

If you have questions, please contact your Market Manager. 


