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Introduction 
In accordance with the UCITS Regulations, the Central Bank UCITS Regulations and, in the case of separate 
accounts clients, MiFID II, complaints from clients, including shareholders in the funds under management 
by the Company (the “Funds”) and separate accounts clients (together the “relevant clients”), must be 
treated with the utmost importance and every effort should be made to resolve the matter promptly and 
fairly. Complaints and litigation may have an adverse effect on the reputation, regulatory status and 
financial position of the Company and its affiliates, including the Funds and the separate accounts clients 
(collectively “Cohen & Steers”) and may distract management from business activities. It is Cohen & 
Steers’ policy to investigate all complaints and deal with all relevant client complaints in a proper and 
prompt manner.  
 
Complaints  
Any statement, oral or written, alleging specific improper conduct on the part of the Company, including 
activities of persons under the control of the Company and in connection with the business conducted by 
the Company that affects the relevant client, constitutes a complaint. A complaint must be initiated by a 
relevant client (or a third party on their behalf) and must allege a grievance. It may be difficult to judge 
whether or not a communication from a relevant client constitutes a complaint. A relevant client’s inquiry 
about an investment decision or investment performance or other activities of the Company that affect 
the relevant client in most cases may not constitute a complaint. Allegations of negligence or misconduct 
would normally be considered a complaint.  
 
All questions regarding whether a complaint has been made should be brought to the immediate 
attention of the designated person with responsibility for regulatory compliance (the “Designated 
Person”).  
 
Handling of complaints  
All complaints made to the Company or to the Company’s service providers relating to the Company shall 
be reported immediately to the Designated Person. Any complaints must be reported to the board of the 
Company (the “Board”) as part of the relevant service provider’s quarterly reporting.  
 
For complaints made directly to the Company, the Designated Person will acknowledge receipt of a 
complaint as soon as possible. The Designated Person may consult with any person they deem appropriate 
in order to address the complaint and explore the validity of and reasons for a complaint and, after such 
consultation internally and/or with outside counsel as deemed necessary, the Designated Person will 
provide a response to the complainant within five business days of receipt of a complaint.  If the complaint 
cannot be answered in full within five business days, a holding letter must be sent to the complainant 
within this period.  
 
For complaints made to a service provider, the the Designated Person will revert to the relevant service 
provider who will promptly respond to the complainant in within five business days of receipt of the 
complaint. If the complaint cannot be answered in full within five business days, a holding letter must be 
sent to the complainant within this period. 
 
All complaints should, where possible, be resolved within 40 days of receipt of the complaint. For those 
that are not resolved within this timeframe, the complainant must be immediately notified of an expected 
timeframe for resolution. 
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Where a complainant is not satisfied with the outcome of an investigation into a complaint, the 
complainant shall be notified by the Designated Person or the relevant service provider of their right to 
refer the matter to the Financial Services Ombudsman. 
 
Complaints Register 
The Designated Person shall maintain a written register or log of complaints.  
 

- The complaints register should include what, if any, steps were taken by or on behalf of the 
Company to investigate, respond to, and resolve the complaint.  
 

- The complaints register should also include the date of receipt of the complaint and the dates 
of all subsequent actions taken.  

 
- If the complaint is made orally, the recipient of the complaint, must, at the earliest practicable 

time, prepare a written summary setting out the name of the complainant and available 
contact information, the date the complaint was received and a sufficient description of the 
complaint to ensure that the precise nature of the complaint is understood and documented 
in the complaints register.  

 
When a complaint has been responded to in full and a response is not received from the complainant 
within 30 days the complaint will be deemed to be closed on the books of the Company.  
 
CSSF 
For Funds which are established in Luxembourg, communication and filing with the Commission de 
Surveillance du Secteur Financier (the “CSSF”) is required. The CSSF may act as an out-of-court resolution 
body. Communication with the CSSF in relation to complaints shall be carried out in accordance with CSSF 
Regulation Nr. 16-07 relating to out-of-court complaint resolution, as may be amended from time to time, 
and in particular section 1 regarding provisions relating to the procedure before the CSSF. The CSSF will 
be provided with an annual statement of the number of complaints received, the reason of complaints 
and the status of their handling.  
 
Litigation  
If litigation has commenced, the primary responsibility for its assessment, monitoring and management 
lies with the Legal & Compliance department, which will coordinate with outside counsel as required.  
 

- Cooperation with Legal & Compliance department: The affected business group(s) shall work 
closely with the Legal & Compliance department in identifying appropriate personnel to 
provide the facts relevant to the litigation, the identities of key personnel, and the existence 
and location of relevant documents.  

- Document preservation: In accordance with the Record Retention, Archiving and 
Retrievability Policy, the Company must ensure that relevant documents are retained and are 
not altered, destroyed, mutilated, concealed, covered up or falsified upon becoming aware 
that litigation or other legal process is threatened or commenced. The Company shall consult 
with the Legal & Compliance department to determine what steps, if any, should be taken to 
preserve documents relevant to the litigation or legal process.  

- Reporting on threatened and pending litigation: The General Counsel will meet with senior 
management and the Chief Compliance Officer (“CCO”), as appropriate, to discuss any 
pending and threatened litigation matters.  
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- The General Counsel will report on assessments of litigation matters, as necessary, to the CCO 
and to the Board of Directors of the funds.  

 
Record Keeping  
CSIL Compliance shall maintain copies of all material correspondence relating to any complaints and 
litigation.  
 
The information regarding the above procedures will be made available to complainants free of charge.  
 
Monitoring and Review 
The policy has been approved by the Board which is responsible for overseeing that it is adhered to by 
all of those involved in the Company’s operations. The policy will be reviewed by the Board on an annual 
basis and the designated person with responsibility for regulatory compliance will periodically ensure 
that the policy is being adhered to and remains appropriate to the Company taking into account its 
nature, scale and complexity. 
 
 
 
 
 

 


