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1. Introduction

1.1 The Director of Customer Experience is responsible for overseeing our complaints

procedures and ensuring that all complaints are dealt with in accordance with this Policy.

1.2 Our complaints procedure is divided into two stages. The first stage is our internal

complaints procedure, as detailed in section 3 below. If the complaint is not resolved to the

satisfaction of the customer via our internal procedures, it will be referred to Alternative

Dispute Resolution (ADR), as detailed in section 4 below.

1.3 The Director of Customer Experience ensures that this Policy is kept under review and

revised appropriately to ensure that our complaints procedures remain effective, taking into

account any learning or guidelines published by the Gambling Commission of Great Britain

(UKGC) from time to time.

1.4 The content of our Complaints Policy, which is provided to customers via our website and

mobile site, is set out in Schedule 1.

2. Training

2.1 Our Customer Experience Team members receive training in how to handle customer

complaints in accordance with this policy upon joining and refresher training twice annually.

Trainings ensure that team members can:

● Identify and distinguish different types of Complaints

● Action a complaint

● Refer an unresolved complaint to the ADR

3. Internal Complaints Policy

3.1 Complaints are provided to the Customer Experience Management Team (CEMT) as soon as

possible. The CEMT will investigate the complaint and provide an initial response within 72

hours.



If an investigation cannot be resolved at this point, the complaint will be escalated to senior

management, which aims to close all complaints within 10 business days, there are times

where this is not possible. Should an extension be required in this regard, this will not be

longer than 8 weeks, in line with regulatory obligations.

If, within the eight weeks from the date on which we receive the complaint, we have been

unable to resolve the complaint, the complaint process has ended without resolution or we

have reached a deadlock with you, we will write to you to explain the final decision, that this

is the end of our complaints process and how to escalate your complaint to an ADR entity if

you wish to do so.

3.2 In respect of all of the complaints that we receive (regardless of how they are received i.e.

via telephone, email, social media etc.), we provide customers with an acknowledgement of

their complaint within 24 hours of receipt, including a copy of our Complaints Policy as set

out in Schedule 1.

3.3 We aim to provide the customer with a substantive response to their complaint as soon as

practically possible and seek to resolve the complaint within eight weeks from the date on

which it has been received.

3.4 If, within the eight weeks from the date on which we receive the complaint, we have been

unable to resolve the compliant, the complaint process has ended without resolution or we

have reached a deadlock with the customer, we will write to the customer with a final

response to explain the final decision, that this is the end of our complaints process and

how to escalate their complaint to an ADR entity if they wish to do so.

3.5 Our final response represents the final stage of our internal complaints procedure and will

provide the customer with details of how they can refer the complaint to an independent

ADR provider for adjudication, unless the complaint relates to a matter unconnected to the

gambling services we provide (e.g. if the complaint relates to the types of product we offer).

3.6 We will deal with all non-gambling related complaints internally as these are not

appropriate for referral to our ADR partner.

4. Alternative Dispute Resolution (ADR)

4.1 We have appointed IBAS (Independent Betting Adjudication Service www.ibas-uk.com) as

our ADR partner. We are required to notify the UKGC of any change in the identity of our

ADR partner, including where we temporarily use an ADR entity which is different to the

ADR partner named in this section 4.1.

4.2 In the event that a complaint reaches ADR, we aim to respond to requests for information

about the dispute from the ADR provider in full within 10 business days of receiving the

request.



5. Record Keeping and Notifications

5.1 We keep a record of all customer complaints and disputes. These records are kept on a

secure platform and are logged as the complaint is being reviewed .

5.2 We are required to provide the UKGC with the number of formal complaints we receive as

well as the number of disputes that we are aware have been referred to an ADR entity.



Schedule 1

COMPLAINTS POLICY AS AVAILABLE ON OUR WEBSITE AND MOBILE SITES

DraftKings Internal Complaints Procedure:

1. If you are unhappy about any aspect of our services, we encourage you to raise a complaint as

soon as possible and, in any event, within six months of the date of the incident.

2. If you have a complaint about any aspect of our services, please contact our Customer Support

Team by emailing support@draftkings.com with a description of the issue.

3. We accept customer complaints via email or raised by Twitter (@dkassist) and via our live chat

facilities.

4. When making a complaint, please provide us with as much detail as possible about what has

caused your complaint so that we can consider your complaint as quickly and efficiently as

possible. Please ensure you state your username or are reaching out with the email your account

is associated with, as well as the date on which the incident took place.

5. We will provide you with an acknowledgement of your complaint within 24 hours.

6. We will provide you with a copy of our Complaints Policy to you on request.

7. Complaints are provided to the Customer Experience Management Team (CEMT) as soon as

possible. The CEMT will investigate the complaint and provide an initial response within 72

hours.

8. If an investigation cannot be resolved at this point, the complaint will be escalated to senior

management, which aims to close all complaints within 10 business days, there are times where

this is not possible. Should an extension be required in this regard, this will not be longer than 8

weeks, in line with regulatory obligations.

9. If, within the eight weeks from the date on which we receive the complaint, we have been

unable to resolve the complaint, the complaint process has ended without resolution or we have

reached a deadlock with you, we will write to you to explain the final decision, that this is the

end of our complaints process and how to escalate your complaint to an ADR entity if you wish

to do so.

10. Our final response represents the final stage of our internal complaints procedure.

Unresolved Complaints Referral

11. Our final response will provide you with details of how you can refer your complaint to an

external independent Alternative Dispute Resolution (ADR) provider for adjudication unless your

complaint relates to a matter unconnected to the gambling services we provide (for example, if

your complaint relates to the types of product we offer). We call these types of complaints

"non-gambling related complaints". We will deal with all non-gambling related complaints

internally as these are not appropriate for referral to our ADR provider.

12. There is no charge to you for referring your unresolved complaint to our ADR provider. The ADR

provider is able to consider all unresolved complaints relating to the outcome of your gambling

mailto:csent@draftkings.com


transaction including account management issues, matters relating to your ability to withdraw

funds or winnings, the application of bonus offers and our terms and conditions.

13. We have made arrangements for our customers to refer their unresolved complaints to the

following independent ADR provider : IBAS (Independent Betting Adjudication Service)

Telephone: 020 7347 5883;

Address: PO Box 62639, London, EC3P 3AS;

E-mail: adjudication@ibas-uk.co.uk; http://www.ibas-uk.com

The adjudication form can be found here.

To register a complaint with IBAS, please register an account with IBAS, once your account has

been verified, select 'MAKE A CLAIM' from the 'CONSUMERS' menu above. When you complete

an online or written adjudication form, IBAS will ask you to explain:

- What you did, when and how you did it

- What you expected the outcome to be

- Why you expected that outcome-

- What the actual outcome was

- Why you were told that was the case

More information on IBAS can be found here.

14. If you request to use an ADR provider other than the one named above, we may agree to use

such ADR provider but please note if your chosen ADR provider is not approved by the UKGC,

there are risks associated with using an unapproved ADR provider. For example, unapproved

providers are not bound by the requirements of the ADR regulations, which require them to act

in a fair, transparent and open manner. You may use our named approved ADR provider even if

you have already used an unapproved ADR provider.

15. We aim to respond to requests for information about disputes from the ADR provider in full

within 10 working days of receiving the request.

16. We are required to keep a record of all customer complaints and disputes.

17. This Complaints Policy does not restrict your right to bring proceedings against us in any court of

competent jurisdiction.

18. Please see here the full Complaints and Disputes Policy

http://www.ibas-uk.com/
http://www.ibas-uk.com
https://www.ibas-uk.com/how-ibas-works/how-to-raise-a-dispute/
https://www.ibas-uk.com/how-ibas-works/how-to-raise-a-dispute/

