PROGRESSIVE CONSULTING LTD
COMPLAINT PROCEDURE

Progressive Consulting Ltd consider the below as a complaint:

e Any aspect of the sales process and provisioning of the services sold to the customer by a
Progressive Consulting Ltd representative that the customer expresses a dissatisfaction
about.

(i) We will ensure that we deal with your complaint fairly and promptly with a view to

reaching a resolution that is favorable to all parties concerned quickly.

(ii) Progressive Consulting Ltd will handle any complaints received straightaway ensuring

that in the whole complaints process we protect and maintain your confidentiality at
all times.

(iii) Progressive Consulting Ltd aims to resolve any complaint on the first contact.

1. You can make a complaint to Progressive Consulting Ltd by one of the methods below:

Contact us

Customer Service: 0203 287 6332 between 9am to 5pm, Mon to Fri
Email: support@pclgroup.co.uk

Write to: Customer Service Section:

Progressive Consulting Ltd, 13 Kenerne Drive, Barnet, EN5 2NW

We will deal on receipt of your complaint by calling you back or by writing to you on the
contact details you provided in your complaint with a view to us trying to establish a
resolution pathway to your complaint and how we can redress the points you were
dissatisfied with promptly so an agreeable resolution of the complaint is reached quickly and
promptly.

2. If however you are still not happy with our explanation, you can contact/ write to our
Customer Service Director via one of the contact methods below:

Call us on: 0203 287 6332 between 9am to 5pm, Mon to Fri

Website: https://www.pclgroup.co.uk/Complain.pdf

Write to: Customer Service Director
Progressive Consulting Ltd, 13 Kenerne Drive, Barnet, Hertfordshire, EN5 2NW

Our Customer Service Director will conduct a full review of your complaint and respond to
you within 10 working days from receipt date of your contact.

If our Customer Service Director is unable to resolve your complaint within 10 days he/she


mailto:support@pclgroup.co.uk
https://www.pclgroup.co.uk/Complain.pdf

will contact you to let you know what progress they are making.

3. Inthe event that we do not resolve your complaint within 8 Weeks you will have up to 12 months to escalate

your complaint to the Energy Ombudsman.

The Energy Ombudsmanis a free and independent service and will provide you with an impartial Alternative Dispute
Resolution Service that will fully further review your complaints that have remained unresolved for more than 8
weeks.

They will fully review your complaint and check to see if we have done something wrong and if that’s the case
informing us to correct and put things right.

If however they find that we have not done something wrong and no further action is required by us towards a final
resolution of your complaint, we will not be obliged to provide you with any of the resolution offers we offered you
earlier before deadlock was reached in the complaint process and the complaint escalated to the Ombudsman
Services Energy Section.

You can contact the Ombudsman Services at: Ombudsman Services
Energy

PO Box 966

Warrington WA4 9DF

Tel: 0330 440 1624

E mail: enquiry@ombudsman.services.org

Website: www.ombudsman-services.org


mailto:enquiry@ombudsman.services.org
http://www.ombudsman-services.org/

Progressive Consulting Ltd Customer Complaint Report

This Customer Complaint Form is completed for all complaints resolved within 7 days and also
complaints escalated to the {PCL-CSD(COMPLAINTS DEPT) if unresolved after 7 days.

Customer Staff member who is

name: completing this form:

Account No: Broker (may be same
as above):

Reason for Complaint:

Provide details of complaint:

How the complaint was made (phone/email/letter/in person etc):

Actions already been taken to resolve the complaint (Highlight below with tick which
applies)

« If the complaint was resolved record details below & file a copy of this report on the customer's file
with complaint log sheet.

« If it hasn't been resolved within 7 days, make a note of action taken so far then pass this sheet -
together with relevant documents - to the PCL- CSD.

. . Print
Staff Signature: Date Name:
Complaints/
E:Aompllance Date Print
lanager Name:
Signature:

Complaints Manager/Compliance Use Only

Actions taken/Final Outcome: (please give a summary of actions/correspondence, complete the General Complaints Log,
then file this report both on the customer's file and with the General Complaints Log.)

Signature | Date

Please provide all relevant documents to the complaints investigator with this report.



Progressive Consulting Ltd Complaints - General Log

The information on this log will enable you to complete

0/W/E = oral/written/email J- Complaint considered justified?(YIN) * = ONGOING
No. | Date| O/W/E Complaint type Product Name of Customer J < 7-days > 7DAYS Resolution
Gas/Electric | Y - Resolved o (Yes/No/0%)
Account No (Y/N) | N-Unresolved Tick if
re ferred

(refer ICM)

to ICM
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Data Privacy Statement
Last updated: May 2018
1. Introduction and acceptation of the Privacy Policy

PCL Group of Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd)
provides world-class network, Communications, Energy brokerage and Merchant services
brokerage for enterprises and wholesale customers in UK, Europe, Asia and North

America’s largest business hubs.

At PCL Group of Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd)
, your privacy is as important to us as it is to you. We have developed this policy because
we want you to feel confident about the privacy and security of your personal data. PCL
Group of Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd) is
committed to protecting the privacy of individuals that enter into contracts with PCL Group,
individuals who visit the Company’s Web sites and ask for information, individuals who
register to use PCL Group services as defined below, and individuals who register to attend
the Company’s corporate events.

The PCL Group Customer Privacy Policy (the “Privacy Policy” applies to all of the contracts,
services and websites offered by PCL Group), which refer to this Privacy Policy. The term
‘customer’ or ‘Customer’ refers to customers, new customers (prospects), ex customers
and visitors to our website, visitors to our trade shows or conferences and recipients of our
digital services including marketing. The Privacy Policy defines how PCL protects your
privacy and describes PCL’s privacy practices in relation to the use of the Company’s Web
sites and the related applications, services, and programs offered by PCL Group
(collectively, the “Services”), as well as individuals’ choices regarding use, access and
correction of personal information.

PCL Group of Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd)
offers many different contracts and services for many different business purposes. The
Privacy Policy applies to all our contracts, services and websites, unless otherwise
expressly provided, they are collectively referred to as



“Contracts”, “Services” and “Websites” throughout this Privacy Policy. This Privacy Policy
is without prejudice to specific local data protection requirements and additional local
privacy notices that may be posted on our websites, that may be included in our Contracts
or that may be notified to the customer from time to time in relation to our Services.

By entering into a Contract with PCL or using PCL'’s Services, you agree and consent to the
collection and use of your personal data as outlined in this Privacy Policy. Your data will not
be disclosed. Before using or submitting personal data on certain sections of the Websites,
in relation to a Contract or as part of our Services, you might be asked to confirm your
acceptance of this Privacy Policy, including electronically by checking box(es) and/or
clicking on "I ACCEPT" or similar button(s). Your action in checking such box(es) and/or
clicking on such button(s) and your use of this Website or of our Services signify that you
agree to the collection & processing of your personal data as described in this Privacy Policy.
Our records of your acceptance of this Privacy Policy, the date thereof, and of all future
amendments to this Privacy Policy, shall be regarded as conclusive and written evidence of

your consent.

The Privacy Policy contains:

* The key points you need to know about how we collect and use your personal data
» What personal data we collect about you

* How we use any personal data we might collect about you

» For which purposes we use your personal data

* How we protect the security and confidentiality of your personal data

» The choices and rights available to you regarding our use of your personal data

» How you can contact us about our privacy practices and to exercise your rights

The Privacy Policy was last reviewed and updated by the date referenced at the top of the
document and is effective as of that date



2. Key points you need to know about how we collect and use your personal data

We collect and use your personal data to administer our relationship with you,
including to respond to your enquiries or complaints, to provide our products and
Services to you, to manage our Contracts with you, to inform you about our products
and services, partners, promotions and events, to administer and improve our
Websites and Services, to respond to requests from authorities, to comply with our
contractual and legal obligations, and for other legitimate business purposes. PCL
Group of Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd)
does not share, sell, rent or trade personal data with third parties.

When you express an interest in obtaining additional information about the Services
or registering to use the Web sites or other Services, or registering for an event, you
provide the Company with personal contact information, such as name, company
name, address, phone number, and email address (“Required Contact

Information”) to contact you. In addition, when you purchase the Services or get registered

for an event, PCL may also require you to provide the Company with means for financial

gualification and billing information, such as billing name and address, and the number of

employees within the organization that will be using the Services (“Billing Information”)

which is not considered personal data.

We may ask you for information to enable us to provide a Service to you and we
collect this information by telephone, written/digital correspondence.

We do not use cookies and other technologies to track the use of our websites and

services.

Subject to your consent where required by law, we may use your personal data to
conduct marketing, promotional and informational activities and to perform
business analytics, satisfaction surveys or market research and conduct direct
marketing.

This privacy policy only applies to how to PCL deals with your personal data. It
does not apply to any to any other company or to any other company’s websites
even if you have accessed them through PCL. If you disclose your personal data
to other companies your information will be dealt with according to their privacy
practices.



3. What personal data will PCL Group of Companies (comprising of PCL Direct Ltd,
Revolution Communication Ltd & Progressive Consulting Ltd) collect?

For the purposes of this Privacy Policy, "personal data" means any information that identifies
you, that could be used to identify you or that relates to you, and that you submit about you
when interacting with us and/or is otherwise collected by us when you visit the Websites, by
phone through our customer service, by writing through order forms or in another manner.
During our relationship with you we may collect and process your personal data, such as
your name, address, telephone, email and other contact details, and any other information
relating to you which you may provide, in the following cases:

« visit our Websites and look at our products and Services;

* enquire about our products and Services or contact our customer service;

* enter into a Contract with us and purchase our products and Services;

* participate in a promotion, event, survey or other marketing campaign we organize; or
* sign up for our newsletters and other promotional materials via social media.

Personal Data that you provide us

The types of personal data we may obtain in connection with the previous cases are as

follows:

» your name, address, and contact details (such as telephone, mobile and fax numbers,
email address)

« details of contact persons (such as name, address, function/title, telephone and fax
numbers, e-mail address);
* Services provided, including online Services;
* names, email addresses and telephone numbers of third parties you provide to us;

* online account details including username, password and other credentials used to
access PCL’s products and Services;

« financial and payment data such as banking details, invoices and payment terms as
well as any personal data for fulfilling and legitimate processing billing information;
« complaints and enquiries;
* business profile;

* tax identification number where you request products or services that require such



Personal Data collected by automated means

When you visit our Websites or use our social media Services, subject to your prior consent
where applicable by law, we may collect personal data without you actively submitting such
information, by automated means, using technologies such as search engines.

Personal Data collected by third parties

PCL may also receive information about Customers from other sources, including third
parties from whom we have purchased data, and combine this information with Data we
already have about you. This helps us to update, expand and analyse our records, identify
new customers, and create more tailored advertising to provide products and services that
may be of interest to you. We will ensure that any marketing campaigns are aligned to
GDPR requirements.

4. How do we use your personal data?

PCL shall only process your personal data for the purposes described in this Privacy Policy
or as otherwise permitted under applicable law. The processing of your personal data by
PCL for the purposes described hereunder is based on your explicit consent or on the
necessity to process your personal data for the purposes of our legitimate interests, as
provided by Article 9, 2., (a) and (f) of the General Data Protection Regulation (EU)
2016/679 of 27 April 2016 (“GDPR”).

Your personal information may be processed, by PCL, for purposes including:

« administer our relationship with you, including to respond to your inquiries or
complaints;
* to provide any goods, Services or information you have requested and information
about our products and Services;
* to administer, operate, maintain, and improve the Websites and our Services;
« for efficient customer management relationship;
* to simplify access to some interactive features on our Websites or Services;
* to manage your accounts, orders, invoices and payments;
 to manage and provide after-sale services;
* to administer accounting and taxes;



* to respond to requests from administrative or judicial authorities; and
* to comply with applicable laws and regulations.

Providing personal data for these purposes is necessary and refusal would make it
impossible for PCL to manage the Contract with you or to comply with its contractual and
legal obligations.

Providing personal data for marketing purposes is optional and refusal will have no
consequence on the performance of any Contract with PCL.

In order to provide you with a better experience and to improve the quality of our Services,
to the fullest extent permitted by applicable law, we may combine the information you submit
to us with other information that we may receive from you, from third parties, or with other
public demographic information.

We may also disclose personal data about you when you explicitly consent (via contract or
other legal instrument) to such transfer or when we believe disclosure is necessary or
appropriate for our legitimate interests (or those of the third party to whom we disclose your
data), provided that they are not overridden by the data subject's interests or fundamental
rights and freedoms, in accordance with applicable laws.

We may share with third parties certain pieces of aggregated, non-personal information, such
as how our customers use of our Services or Websites. Such information would not identify
you individually.

Please note that when you order goods and services from PCL, the Company may make
enquiries about you for credit reference purposes. These enquires include searching your
records held by a credit reference agency. At all times where your information is disclosed
to us we will protect it in accordance with this policy and keep it secure.

5. How is your personal data protected?

PCL Group of Companies (comprising of PCL Direct Ltd, Revolution Communication Ltd &
Progressive Consulting Ltd) has appropriate policies and technical and organizational
measures in place to safeguard and protect your personal data against unlawful or
unauthorised access, accidental loss or destruction, damage, unlawful or unauthorised use
and disclosure. We will also take all reasonable precautions to ensure that our staff



and employees who have access to personal data about you have received adequate
training.

6. What about the confidentiality of communications?

We do have access to the content of your communications, such as your call data records.
However, we do not have access to e-mails, SMS or Internet sessions. This information is
encrypted during its transfer on our network. Where applicable this information is protected
by adhering to telecommunication secrecy legislation. Please note that pre-recording of your
calls is a separate service which you have to ask for at the beginning of your contract. We
do not pre-record calls without prior instruction from our customers.

7. How long do we keep your personal data for?

We have a retention policy for personal data that we adhere to, in line with legal and
statutory requirements. We also may retain your information for the period of time needed
for PCL to pursue legitimate business interests, conduct audits, comply with our legal
obligations, resolve disputes and enforce our agreements.

8. What happens when you provide us with personal data about third parties?

If you provide us with personal data about third parties, you warrant, represent, and
undertake that you have complied with applicable data protection laws including informing
and obtaining all necessary consents and approvals for the provision of such personal data
to PCL and the processing by PCL of this personal data as described in this Privacy Policy.

9. How can you update or delete your personal data

In accordance with applicable data protection laws, you have the right to access personal
data we hold about you and request the rectification or erasure of any inaccurate data.

You may exercise such rights by contacting us as described under the " What are your data
protection rights?" section below.

To ensure any details we hold about you remain accurate, please update your personal data
if it changes or send a request to us as described under the "What are your data



protection rights?" section below. If you close your account we may, for limited periods and
in accordance with applicable law, retain some personal data in order to comply with legal
obligations or for other proper purposes, such as legal retention obligations, collecting
outstanding debts or resolving legal disputes.

When you request to be removed from certain marketing offers, you will, in accordance with
applicable data protection laws, be added to the relevant internal suppression list(s) to
ensure your request is complied with.

10. How do we use your personal data for marketing purposes?

We may use your personal data to conduct marketing, promotional and informational
activities and to perform business analytics, satisfaction surveys or market research and
direct marketing purposes in general, including sending notifications about updates to the
Websites, information on our services we think may be of interest to you, initiatives or events
by mail, e-mail, phone, fax, SMS, MMS or other electronic means. However, we will only do
so in accordance with GDPR requirements prior to being contacted in this way and/or
subject to relevant legal requirements.

11. How do we use your personal data for monitoring and recording of calls?

Your telephone calls to us will not be recorded.

12. How do we treat children’s personal data?

We do not knowingly collect personal data from anyone under the age of 18 or knowingly
allow such persons to register on our Websites or Services.

13. What are your data protection rights?

In accordance with applicable data protection law, you have a right to:

« obtain confirmation of the existence of, and to request a written copy of the personal
information PCL holds about you.

* have any inaccurate information about you corrected;

* have personal data we hold about you deleted, blocked or removed,;

 withdraw your consent where relevant, without affecting the lawfulness of processing



based on your consent before its withdrawal.
* restrict the processing we make in relation with your personal data;
* receive your personal data, which you have provided to us, in a structured, commonly
used and machine-readable format in order to transmit them to another data controller;
* object to the use of your details for marketing activities and other promotional activities,
as described under the "How do we use your personal data for marketing purposes?"”
section previous; and
* lodge a complaint with a supervisory authority, in particular in the Member State of your
habitual residence, place of work or place of the alleged infringement if you consider that
the processing of your personal data relating infringes applicable data protection law.

In case you wish to exercise any such rights, please send a written and signed request to
PCL Group of Companies (comprising of PCL Direct Ltd, Revolution Communication Ltd &
Progressive Consulting Ltd) as described under the "How can you contact us?" section
below.

14. How can we update this Privacy Policy?

We reserve the right to review this Privacy Policy at any time. Where appropriate or required
by law, we will notify you about the new privacy Policy by posting appropriate notice on our
Services or Website or by e-mail (to the extent that we have your e-mail address). We
encourage you to periodically review this Privacy Policy to stay informed about our
information practices. We will indicate above the date on which this Privacy Policy was last
modified. Your continued use of our Services or Website and participation in PCL Group of
Companies (comprising of PCL Direct Ltd & Progressive Consulting Ltd) events constitutes
your agreement to the revised Privacy Policy. If you do not agree to the new Privacy Policy,
you must discontinue.

15. How to contact us?
If you have any questions about this Privacy Policy, or if you wish to exercise your rights
under applicable data protection laws, please feel free to contact us through our Website

or write to us at:

We can be reached via email at support@pclgroup.co.uk
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These timescales are shown in Table 1.

Data Subject Request Timescale

When data is collected (if supplied by data
The right to be informed subject) or within one month (if not
supplied by data subject)

The right of access One month

The right to rectification One month

The right to erasure Without undue delay
The right to restrict processing Without undue delay
The right to data portability One month

The right to object On receipt of objection

Rights in relation to automated decision

making and profiling. Not specified

Table 1 - Timescales for data subject requests

We have implemented the following steps internally to ensure your data is safe:

e Encrypted all hard drives on our devices by upgrading software & operating systems.

e Upgraded our anti-virus

e Produced a policy

e Undertaken in-house training to ensure policy is carried out and systems and processes are
followed and uniform.

e Notified all existing customers that we are now compliant.

e Deleted all legacy data that is over 5 years old.



