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TELEPHONE DEALING SERVICE
These Terms of Service govern the Agreement between You (the Shareholder), 
Computershare Investor Services PLC and TD Direct Investing (Europe) Limited. 

Computershare Investor Service PLC provide the share dealing services on 
the terms and conditions set out below.  

TD Direct Investing (Europe) Limited provide the Investment Services on 
the terms and conditions set out below.   

The share dealing services and the Investment Services will be collectively 
referred to as “the Services”.

For the purposes of this Service your contract and legal relationship is with 
TD Direct Investing (Europe) Limited and Computershare Investor Services 
PLC and we will both treat you as a Retail Client. We will provide this 
telephone dealing Service to you if you are a shareholder holding shares 
in a company for which we act as registrar and if you are an individual 
aged 18 years and over.

If you are resident in, or a citizen of, a jurisdiction outside the United 
Kingdom or Ireland and wish to use this Service, it is your responsibility 
to inform yourself about and observe  any applicable legal requirements. 
You may verify your eligibility over the phone. You may use this Service to 
sell your shares if you hold a share certificate in respect of your holding 
or shares in an Issuer Sponsored Computershare Nominee Account. 
Single and joint accounts are permitted. We use TD Direct Investing 
(Europe) Ltd (TDDI) to provide trading facilities and hold Client 
Money on an outsourced basis in connection with this service.

This Service is offered on an execution only basis by both Computershare 
Investor Services PLC and TD Direct Investing (Europe) Limited.  Neither 
Computershare Investor Services PLC nor TD Direct Investing (Europe) 
Limited can provide you with any financial advice so you should ensure 
any use of this Service meets your own requirements.  If you are in any 
doubt about this Service or the suitability of any of the investments 
referred to in our website you should obtain independent professional 
advice. Please note that the value of shares and the income from them 
may go down as well as up, which may result in you receiving less than 
you originally invested.  

1.  Definitions
“At Best” means our standard trade type whereby the Broker will 
normally check the current market price and place the deal whilst you 
are on the telephone in accordance with our Best Execution Policy. On 
some occasions the Broker may not be able to place the instruction 
immediately. In the event of the latter the Broker will be unable to confirm 
the deal on the telephone. As market prices can change at any time, it is 
possible the relevant share price could have gone up or down since the 
price was quoted to you;
“Best Execution  Obligation” means our commitment to take all 
reasonable steps to obtain the best possible result taking into account 
the execution factors, (as defined in our Best Execution Policy);
“Best  Execution Policy” means our policy document that sets out 
all relevant factors for how we will execute your instruction to which 
we require your prior consent as set out in the terms and conditions of  
the Service;
“Broker” means TD Direct Investing (Europe) Limited used to buy or sell 
shares and hold Client Money in connection with this Service;
“Business  Day” means the hours on any day on which the London 
Stock Exchange (“LSE”) is open for business;
“Client Money” means money belonging to you received and held by 
the Broker in a Client Money account, in accordance with the FCA Rules.
“Contract  Note” means the document sent to you each time you trade 
shares. It confirms the details of your transaction including any dealing 
charges. You should keep Contract Notes for tax assessment purposes;
“Execution Venue(s)” means a regulated market, an MTF, a systematic 
internaliser, or a market maker or other liquidity provider or an entity that 
performs a similar function in a third country to the functions performed 
by any of the foregoing;
“FCA” means the Financial Conduct Authority;
“FCA Rules” means the rules of the FCA;
“FSCS” is the UK Financial Services Compensation Scheme;
“The Act 2012” means The Financial Services Act 2012;
“Investment Services” means the trading facilities and services 
relating to Client Money received from you or for your benefit and all 
other associated services;
“Issuer Sponsored Computershare  Nominee  Account”  means 
an uncertificated shareholder account where the shares are held in the 
name of Computershare Company Nominees Limited;
“Nominee Account” means an uncertified shareholder account 
where the shares are held in an issuer sponsored nominee account in 
the name of Computershare Company Nominees Limited to the order 
of the nominee;
“Retail Client” means a client who is not a financial services professional. 
Retail Clients are offered the full protection of the FCA Rules;
“Service” means the telephone dealing Service as defined in these 
terms and conditions;
“Service provider” means Computershare Investor Services PLC and 
TD Direct Investing (Europe) Limited.
“Settlement  Date” means the date on which the Broker settles the 

transaction with us; 
“we/us/our” means Computershare Investor Services PLC a company 
registered in England and Wales whose registered details appear at the 
bottom of this page and/or any Broker instructed by us to execute your 
instruction; and
“you/your” means the shareholder (or person authorised to act on  
their behalf).

2.  Customer Disclosure  & Client Money
In accordance with the regulatory requirements we have implemented the Best 
Execution Policy that details the arrangements we take to ensure you receive the 
best possible result taking into consideration all the execution factors.
The Best Execution Policy sets out these factors and includes detail on our 
execution criteria, Execution Venues to be used and our approach to the 
different types of client instructions we can receive.  It is intended that 
this information will enable you to make an informed choice about the 
nature of this Service.
It is a condition of this Service that you will provide us with your consent 
to the Best Execution Policy and agree to be bound by these terms and 
conditions. A full copy of the policy is available upon a written request 
made to: Computershare Telephone Share Dealing Service, Exchange 
Court, Duncombe Street, Leeds, LS1 4AX.

Client Money
All Client Money received or held on your behalf as a result of the 
administration of these Services shall be the responsibility of the Broker.  
The following provisions of this clause 3 apply to your money held by the 
Broker. It will be deposited by us with a bank, which for Client Money 
purposes meets the FCA’s requirements. As regards that money:
(a)	�it will be held in an account designed to facilitate efficient settlement 

of transactions. We will deal with your money in accordance with the 
FCA’s Client Money rules and guidance;

(b)	interest will be not be payable on such amounts;
(c)	� we will be responsible for receiving dividends, interest payments and 

other income payments accruing to your investments;
(d)	�in the case of orders transacted outside the United Kingdom, any 

money held by us or to our order on your behalf may be passed to 
an intermediate broker, settlement agent or counterparty located 
outside the United Kingdom. In these circumstances, the legal and 
regulatory regime applying to that person may be different from that 
of the United Kingdom. This means that in the event of the insolvency 
of that person, your investments may be treated differently from the 
manner in which they would be treated if they had been passed to 
an intermediate broker, settlement agent or counterparty within the 
United Kingdom;

(e)	�where any documents or sufficient cleared funds are not held by us, 
we will not be required to settle any transaction or any account on 
your behalf until we or our settlement agents or, as the case may be, 
global custodian, have received all necessary documents or sufficient 
cleared funds from you. Our obligations to deliver to you, or to your 
Account, or to account to you for the proceeds of the disposal of 
investments are conditional upon the prior receipt by us of appropriate 
documentation and sufficient cleared funds from you;

(f)	� the Broker may use other parties to complete your transactions and in 
such circumstances will be acting as your agent.  Where we have acted 
as your agent, it is the other party to the transaction and not us who is 
responsible for settling the trade with you and delivery or payment (as 
the case may be) will be at your risk. Our obligation is only to pass on 
to you such deliverable documents or sale proceeds (as the case may 
be) as we actually receive; and

(g)	�if we receive a payment for a tax adjustment of a dividend relating to 
an investment we will credit you with the payment.

Settlement
(h)	��Settlement of orders in the market may happen in one of two ways: (a) 

actual settlement; or (b) contractual settlement.
(i)	� However, we will only settle orders with you by way of contractual 

settlement even where (depending upon the exchange on which 
your order is traded) we contract with underlying custodians on an 
actual settlement basis.  This means that the crediting (and debiting) 
of cash in your account will occur on the due settlement date of your 
order (and not the actual settlement date, as it would under actual 
settlement).  At all times we will ensure that your rights as a Retail 
Client are protected.  Please see above for more information on your 
classification as a Retail Client.

Custody asset shortfalls
(j)	� In the event a shortfall is identified, it is our policy to as soon as practicable:

	 (a) �establish the most recently available market valuation of the asset 
and credit the Client Money bank account with the equivalent cash 
value of the shortfall;

	 (b) �ensure that our books and records clearly show which customers 
may be impacted by the asset shortfall (these customers will be 
entitled to claim against this cash provision should we become 
insolvent before the asset shortfall was resolved); and

	 (c) �(where we ascertain that the delivery of assets will occur in due 
course to address the shortfall) we will maintain an equivalent 
cash position in the Client Money bank account until such time as 
these assets are delivered. This cash amount will be reviewed every 

Business Day against the relevant market value of the assets and 
may be adjusted accordingly.

(k)	�Where we ascertain that the delivery of the stock to correct the 
shortfall is unlikely to occur, or will not occur, then we will arrange to 
purchase the relevant asset in the market to correct the shortfall where 
possible.  The equivalent cash value placed into the Client Money bank 
account will remain in place until the trade has settled and the stock 
amount is represented in the overall client asset position.

3.  How to use the Service
When you telephone us on our dedicated share dealing Service number, 
we will ask you to tell us what deal you want to place. We will repeat 
your instructions back to you. If you do not think that those instructions 
are correct you must tell us and ask us to make any changes you require. 
If you do not make any changes, then we will execute the instructions 
on the basis of the last set of instructions repeated back to you. This will 
apply whether you confirm that the instructions are correct or remain 
silent. Once we have accepted instructions to buy or sell shares on your 
behalf that instruction is irrevocable. You may not subsequently change 
or revoke your instructions.
4.  How and when we will buy or sell your shares
(a) �If you place an At Best instruction we (or the Broker on our behalf) will 

normally check the market price and place the deal when you are on 
the telephone. Sometimes, however, it may be necessary to delay the 
placement of your deal. If this happens we may not be able to confirm 
the deal on the telephone. The market price for shares can change at 
any time and it may be possible that the price at which your shares 
are bought or sold is higher or lower than the price originally quoted 
to you on the telephone.

(b) �We will not accept a purchase instruction for any transaction with a total 
value including all charges and tax in excess of £25,000 or €35,000.

(c)  �In accordance with our Best Execution Obligation, we may consider 
at our discretion that it is in your best interests for the trade to be 
executed outside regulated market or multilateral trading facility. Your 
express prior consent is required as part of the terms and conditions 
of this Service.

(d) �We will arrange for the Broker to send you a Contract Note for all 
executed dealing instructions placed through this Service, by no later 
than the Business Day, following the Business Day upon which the 
trade is executed. If there are any details with which you disagree or 
are unsure you must contact us immediately on the number appearing 
on the Contract Note.

(e) �The Contract Note will show the date on which your transaction is due 
to settle.  If you are a certificated shareholder the settlement period 
using this Service is T+10; that is, the transaction will normally settle 
10 Business Days after the date on which the trade was dealt. If you 
are a shareholder of shares held in an Issuer Sponsored Computershare 
Nominee Account, the settlement period for using this Service is T+2 
for sales of UK listed stocks, T+3 for sales of international stocks and 
T+10 for all purchases; that is, the transaction will normally settle 2 
Business Days after the date on which the trade was dealt for sales of 
UK listed stocks, 3 Business Days for sales of international stocks, and 
10 Business Days for purchases.

(f)  �We will not be held liable or responsible for any delay in the settlement 
of a transaction resulting from circumstances beyond our control, 
or the failure of any party (including you) other than ourselves, to 
complete all necessary steps to enable settlement to take place on 
the Settlement Date.

(g) �All deals will be placed on an individual basis. You will not be 
permitted to batch together a number of sale or purchase instructions.

(h) �We may delay any sale of your shares pending receipt of your share 
certificate. We reserve the right to delay taking any action on any 
particular instructions from you if we consider that we need to do 
so to obtain further information from you or to comply with any legal 
or regulatory requirement binding on us (including the obtaining of 
evidence of identity to comply with money laundering regulations), or 
to investigate any concerns We may have about the validity of or any 
other matter relating to the instruction.

5.  Selling your shares
(a) �When you give us an instruction to sell your shares you represent to 

us that you own the shares or have the right to sell them and that no 
other person has any rights, interests or charges in or over your shares. 
You also represent that you have not instructed any other stockbroker 
or dealing service to sell those shares.

(b) �If you have lost or mislaid your certificate you cannot use this Service 
until you have obtained a letter of indemnity or a duplicate share 
certificate.

(c)  �If you instruct us to sell shares with a value greater than £50,000 
or €60,000 your deal may be delayed whilst the Broker obtains 
permission from us to execute the trade.

(d) �The Broker will endeavour to obtain permission for the trade to be 
executed whilst you are on the phone.

(e) We will execute your trade in pounds sterling (“GBP”).
(f)  �For some shares you may elect to receive settlement in euro. If so, we 

will execute your trade in GBP and apply an exchange rate to convert 
the gross consideration into euro. We will then apply any applicable 
charges in euro, and your net contract total (i.e. the amount you will 
receive) will also be in euro. For some internationally listed stocks the 
Broker will execute the trade in the local Execution Venue. If this is 
the case then the Broker will automatically apply an exchange rate 
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based on the margin detailed in clause (g) of these terms and your 
trade will be settled gross in GBP. You will then receive your net sale 
proceeds in GBP.

(g) �The foreign exchange  rate  for all currency conversion  is based  on the 
mid-market exchange rate, to which the Broker will apply a spread of 
up to +/- 1.5% applied at the trade date. The exchange rate used will 
be provided to you at the time of the trade, and in placing your order 
you also accept that exchange rate. The exchange rate that applies 
to your instruction will be the one applicable at the time the trade 
is executed.

(h) �You are required to send your share certificate and any transfer form 
together with any applicable documentation (for example a marriage 
certificate or power of attorney) to the address appearing on the 
Contract Note, so that it reaches us at least 4 Business Days before 
the Settlement Date.

(i)  �If we do not receive your share certificate, a valid signed transfer form 
or a Letter of Indemnity  within this time limit, we will try to contact 
you to establish  why this documentation has not been received, but 
reserve the right to buy back the shares on your behalf at £40 fee 
plus commission

(j)  �If settlement is delayed or cancelled as a result of late delivery by 
you of the necessary documentation you will be required to pay any 
additional costs (including any increase in the value of the shares 
between the shares being sold and then repurchased), which are 
incurred by us or by the Broker on our behalf.

(k) �Provided that we have received and accepted your share certificate 
and any transfer forms at least 4 Business Days before settlement, 
you will be sent your sale proceeds by cheque net of any tax, fees 
and commission payable on the transaction on or about the day of 
settlement of the sale.

(l)  �If we receive your documentation later than 4 Business Days before 
the settlement day, your cheque may be despatched later than 
settlement day.

(m) �The cheque will be made payable to the registered holder of the 
shares. We will not accept any instructions to make cheques payable 
to anyone other than the persons whose name appears on the 
register. Neither we, nor the Brokers who may be acting on our behalf 
will make any payment to you until funds have been received from 
the requisite parties.

(n) �If you receive a benefit (e.g. a dividend), which relates to shares 
you have sold, you may have to account for this benefit to the new 
owner of the shares. We will contact you if we are aware that this is 
necessary. If we are aware of a claim at the time when we receive the 
money we may deduct any relevant amount from the proceeds of sale.

6.  Buying shares
(a) �In order to ensure that cleared funds are available to permit settlement 

of your trade, you must send a valid cheque for the sum stated on 
the Contract Note, to the address appearing on the Contract Note, 
to arrive at that address no later than 4 Business Days before the 
Settlement Date. You can only request to invest a maximum of 
£25,000 or €35,000.

(b) �Your cheque must be drawn on an account of a UK or Irish bank or 
building society in your name. If the cheque is from a building society, the 
building society must stamp and endorse the cheque to show the name 
of the account from which the funds were drawn. Cheques should be 
made payable to the payee appearing on the Contract Note and crossed 
“A/C Payee”. You represent to us that your cheque will be honoured on 
first presentation. We cannot accept cheques in the name of anybody 
who is not to be registered as the holder of the shares.

(c) �If we do not receive your cheque by 4 Business Days before the 
Settlement Date we will try to contact you to establish why it has 
not been received, but reserve the right to sell the shares bought on 
your behalf at the prevailing market rate and charging you commission 
thereon at £40 fee plus commission. In addition you will be required to 
pay any additional costs, (including any loss in the value of the shares 
between the shares being bought and then resold) which are incurred 
by us or by the Broker on our behalf.

(d) �The money, which you send to us, is used to cover the purchase price of 
the shares any stamp duty and/or stamp duty reserve tax and PTM levy.

(e) �If you buy the shares using this Service and you do not receive a 
benefit relating to those shares to which you are entitled we may 
instruct the Broker to claim that benefit for you.

(f)  �A Nominee Account shareholder who purchases shares will 
automatically  have those shares  credited to their Nominee Account. 
Such shares cannot be held as a certificated holding.

7.  General provisions
(a) �If you fail to make a payment in full on or before the due date for 

payment we may immediately cancel, terminate and/or suspend any 
contract with you without having any resulting liability to you.

(b) �We and/or the Broker may make other member firms of the LSE (or 
other relevant exchanges), other financial institutions  and credit 
reference agencies  aware  of your identity and your payment record. 
Please note that this may affect your future ability to gain credit or to 
use a similar dealing service.

(c)  �We may choose not to act on any particular sale or purchase 
instruction. We will notify you immediately as soon as we decide not 
to accept a particular instruction.

(d) �We reserve the right to take legal action against you in the recovery of 
a debt. You agree that you will be liable for all relevant costs and legal 
expenses incurred by us in the recovery of that debt.

•   �If the sale of such investments realise a net value higher than the 
amount of monies due to us relating to the purchase of those 
investments, we shall be entitled to retain for our benefit this 
additional value. We shall not be required to apply it against any other 
monies or liability that you may have to us; or

•   �If the sale of such investments realise a lower value than the amount 
of monies due to us relating to the purchase of those investments 
then the new difference in value shall become a debt due from you to 
us and payable immediately. In addition our charges and the costs of 
making such sale shall apply.

(e) �The date upon which you become entitled or lose your entitlement to 
any benefit is established by the date on which the shares are traded 
on the relevant exchange, not the date upon which the transfer is 
registered by the relevant registrar.

(f)  �If you are sending an instruction under a power of attorney or a grant 
of probate you should indicate this fact and enclose the original power 
of attorney or grant of probate or a copy certified by a solicitor or 
public notary, which will be inspected and returned to you.

(g) �We may aggregate your instructions with instructions we receive from 
other clients using this Service. The Broker may also aggregate the 
instructions we provide to it with instructions from its other clients. 
We will tell you at the time at which your instruction is taken if we 
intend to aggregate your instruction. This may result in a more or less 
favourable  price than if your instruction had been executed separately.  
If the Broker executes a number of instructions for us on a particular 
day then the price obtained for all the instructions may be averaged if 
different instructions were dealt at different prices.

(h) �We reserve the right to charge interest at £25 plus Bank of England 
base rate plus 15% on the full amount of any sums overdue from 
you. The parties to this agreement are you and us (the ‘parties’). The 
parties do not intend that any of its terms will be enforceable by virtue 
of the contracts (Rights of Third Parties Act 1999) by any person who 
is not a party to it.

8.  Liability
We will take reasonable care in operating the Service, and will be 
responsible  to you for any losses or expenses (including loss of shares)  
suffered or incurred by you as a direct result of our negligence, wilful 
default or fraud.  We do not accept liability for any indirect or consequential 
loss suffered by you or for any loss, which does not arise as a result of 
our negligence, wilful default or fraud. We cannot take any responsibility 
for any fluctuation in the value of shares arising if execution of a trade is 
delayed as a result of a halt in trading on the relevant exchange.

Nothing in these terms and conditions restricts any rights you may have 
under the FCA Rules or under The  Act 2012.
9.  Commission and other charges
(a) �Details of the commission payable will be given when your instruction 

is placed, commission and charges will be confirmed on your Contract 
Note. We reserve the right to amend such charges from time to time. 
Details of any updated charges are available on our web-site at www.
computershare.co.uk

(b) �We may share our commission/charges with the Broker and other third 
parties. Details of charges shared are available upon request.

(c)  �The provision of duplicate information, including Contract Notes, may 
result in an administration fee of £10 plus VAT.

(d) �At our discretion, sale proceeds may be sent to your nominated bank 
account. Charges may apply and will be confirmed to you before we 
make the transfer.

 (e) �A Panel on Takeovers and Mergers levy currently a £1.00 charge on 
any trades for a value over £10,000.

(f)  �Stamp Duty or Stamp Duty Reserve Tax currently a 0.5% charge levied 
against the value of a purchase.

(g) �Other fees, costs, levies and taxes may exist which are not imposed or 
collected by us. We will not be required to inform you of them and you 
will be responsible for paying them.

10. Contacting each other
(a) �All notices and other communications which you send us should be 

addressed to   Computershare   Telephone   Share Dealing Service, 
Exchange   Court, Duncombe Street, Leeds, LS1 4AX.

(b) �Any queries regarding the progress of your sale or purchase should in 
the first instance be sent to the address appearing on the Contract Note.

(c)  �If you are a registered shareholder we send all documents and 
cheques to the address which appears for you on the register.

(d) �Any documents or cheques sent by or to you will be sent at your risk 
and we accept no liability for your documents before they have been 
received by us or after dispatch of any document or cheque to you.

(e) �All correspondence including Contract Notes, statements and 
valuations will be sent to the first named shareholder in relation to 
joint shareholdings.

(f)  �Computershare Investor Services PLC provides its contractual terms 
in English and will only communicate with you in English during the 
duration of these terms and conditions.

(g) �In the event of any dispute between these terms and any provided in 
another language, the English language version will prevail.

11. General
(a) �We reserve the right not to do, or refrain from doing, anything which 

would, or might in our judgement, break any relevant laws, rules, 
regulations or codes or risk exposing us to criticism for behaving 
improperly or not acting in accordance with good market practice.

(b) �By entering into a deal with us, you warrant that you will not take part 
in any activity which may be construed as market abuse as defined 
by The  Act 2012.

(c)  �We may rely on any communication which we reasonably believe to 
have been made by you or on your behalf. You will be bound by any 
transaction and/or service entered into and or expenses incurred on 
your behalf in reliance of such a communication.

(d) �We may choose to withdraw this Service due to developments in 
legislation without giving you any notice that the Service is no  
longer available.

(e)  �We and the Broker may effect transactions notwithstanding that they 

have a direct or indirect material interest or a relationship of any 
description with another party which may involve a conflict with its 
duty to participants under the Service. We manage those conflicts of 
interest of which we are aware, and monitor the effectiveness of our 
policies and procedures on a regular basis. We make every effort to 
disclose  the interests of us and our employees where it is suspected 
that a conflict of interest may arise. In accordance with our regulatory 
responsibility on this matter we operate a documented policy that 
details our obligations if such events arise. Full details are available 
upon a written request to: Computershare Telephone Share Dealing 
Service, Exchange Court, Duncombe Street, Leeds, LS1 4AX.

(f) �Any  tax or  commission  which  may be payable  on  aggregated  sales 
or  purchases is charged at the prevailing rate against each individual 
sale or purchase instruction rounded up to the nearest penny.

(g) �If as a result of an administrative error we pay you more than the 
correct amount of money or send you a certificate for more shares 
than you are entitled to you must return such extra funds and/or share 
certificate to us forthwith in order that the position can be rectified.

(h)  �We reserve the right to change these terms and conditions from time 
to time provided at our discretion.

(i)  �These terms and conditions are governed by and shall be construed 
in accordance with the laws of England and Wales.  Computershare 
Investor Services PLC has applied the same laws in its marketing of, 
and arrangements for you to enter into this Service.

(j) �We are not required to assess the suitability of any investment or the 
Service offered. You will not benefit from the protection of the rules on 
assessing suitability

13. Data Protection Notice
(a) �Information given to us will be used to maintain the accuracy of 

our records, to verify and assess the financial standing of customers 
and to assist  in us providing a high level of service. Any personal 
data that we obtain from you in providing this Service will be held 
by us in accordance with the relevant legislation. We will only hold 
use or otherwise process such of your personal data as is necessary 
to provide you with the Service and keep you informed by mail, 
subsequent to any dealing transaction, or other services which may 
be of interest to you by Computershare Investor Services PLC itself or 
its subsidiaries or their agents in providing the Service. If you would 
prefer not to receive direct marketing information, please advise 
us or the respective Service provider immediately either by email 
at admin.dealing@computershare.co.uk, by telephone on number  
+44 (0)370 873 5805 or in writing of your further instruction to 
amend our records accordingly.

(b) �Your details will only be disclosed in accordance with the principles set 
out in the Data Protection Act 1998:

•   to any person if that person has legal or regulatory powers over us;
•   �to the Broker or any other person or body in order to facilitate the 

provision of the service. 
(c)  �We may use our group companies or other agents in countries outside 

the European Economic Area provided that we are satisfied  that the 
same standards  of protection of personal data have been applied 
either by contract or law.

(d) �You have a right to request to view the personal data that we hold 
on you. We may charge you a small fee for providing you access to 
this information.

(e) �To make enquiries with credit reference agencies and in such cases 
the agencies will keep a record of the enquiry. We will disclose to the 
agencies information about you in the event of you defaulting on debt. 
All information received and recorded by credit reference agencies 
may be used by other lenders in making credit decisions about you 
and other members of your household.

(f)  �Telephone calls may be recorded for training purposes and also used 
as evidence in the event of any dispute.

14. Complaints
(a) �The Service  provider has procedures to help resolve  all complaints  

from customers effectively, if applicable a copy of which can be 
provided on request. The Service provider is authorised and regulated 
by the Financial Conduct Authority.

(b) �If you have any complaints about the Service provided to you, you 
should write to us at Computershare Telephone Share Dealing Service, 
Exchange Court, Duncombe Street, Leeds, LS1 4AX. The Service 
Provider is also a member of the Financial Ombudsman Service, and 
therefore any in the event that a dispute remains unresolved after 
following the complaints made about the Service procedures or 
if you do not receive a final response within 8 weeks of receiving 
your complaint  then you may refer  your complaint to the Financial 
Ombudsman Service.  Further information is available on the Financial 
Ombudsman Service website at: www.financial-ombudsman.org.uk or 
by contacting them at: The Financial Ombudsman Service, South Quay 
Plaza, 183 Marsh Wall, London E14.

(c)  �Computershare Investor Services PLC and TD Direct Investing (Europe) 
Limited are covered by the Financial Services Compensation Scheme  
This scheme may, in certain circumstances, pay compensation to 
customers if they are eligible and if the regulated firm is unable or 
is likely to be unable to meet its liabilities to customers including 
when the firm becomes insolvent. Compensation may be available 
to eligible investors in respect of protected claims up to a maximum 
of £50,000 per claimant. Further information is available on the 
FSCS website at www.fscs.org.uk or by contacting them at: Financial 
Services Compensation Scheme, 10th Floor, Beaufort House,  
15 St Botolph Street, London EC3A 7QU.
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Computershare Investor Services PLC is registered in England and Wales No 3498808, Registered Office: The Pavilions, Bridgwater Road, Bristol, BS13 8AE. Computershare Investor Services PLC is on the Financial Conduct Authority Register with 
registration number 188534. The main business of Computershare Investor Services PLC is the provision of share registry and shareholder services. 


