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Summary 
Wilshire Indexes1 provides benchmarks2 and analytics to asset owners, investment managers, trading desks and investment 
consultants.  Wilshire OpCo UK Limited is the UK entity of Wilshire Indexes.  Wilshire OpCo UK Limited is authorised by the UK 
Financial Conduct Authority as a benchmark administrator under the UK Benchmark Regulation (UK BMR).  

The UK Benchmark Regulation requires benchmark administrators to have a written policy for the effective consideration and 
proper handling of queries and complaints received in respect of the determination of the administrator’s benchmarks.  
Queries and complaints may be received from clients, former clients and prospective clients.  Queries and complaints can 
also be received from other stakeholders or market participant including, for example, constituent companies, trading 
venues and regulators.   

1 Scope of This Document 
This policy concerns queries and complaints received by Wilshire Indexes in connection with the following areas: 

• The determination of a benchmark, that is its level (price or value) and/or its composition 
○ Examples include queries regarding the price used for a constituent, the weight of a constituent or the 

composition of a benchmark 
• Instances of potential market abuse, whether concerning a constituent or prospective constituent company, a 

market participant or an employee of Wilshire Indexes 
○ Examples include instances where a company may have influenced its price or misstated its free float in order 

to become eligible for benchmark inclusion 
• Instances where a decision taken with respect to a benchmark where the potential exists for the decision to have 

been influenced by a conflict of interest 
○ Examples include benchmark management decisions that required the exercise of expert judgement and where 

different clients may have expressed different preferences (see the Wilshire Indexes Policy for the Exercise of 
Expert Judgement), and decisions taken by Wilshire Indexes that were potentially conflicted by virtue of its 
position in a wider group of companies. 

This policy does not cover complaints made in respect of the commercial arrangements or delivery of a Wilshire Indexes 
benchmark; these complaints should be addressed to the client’s relationship manager. 

2 Queries Handling 
Queries should be addressed to index.support@wilshire.com The Benchmark Support Team will forward the query to the 
relevant team to be addressed. If necessary, 

The procedures that Wilshire Indexes will follow when a query or complaint is received are set out below. 

2.1 Benchmark Determination 
Queries concerning the determination of a benchmark, that is its level or composition, are forwarded to the relevant team.  If 
further escalation is required, such as in cases where the replication of the benchmark is in question or questions on the 
application of the Wilshire Indexes Error Correction Policy for Equity Indexes, the Head of Index Policy will ask the Index 
Management Committee to investigate the query and determine whether an error has occurred in the determination of the 
benchmark.   

 

1 Wilshire Indexes is the trading name of Wilshire Benchmarks TopCo Limited and its subsidiaries including Wilshire OpCo UK Limited. 
2 The term “benchmark” is used in this document as defined in the EU Benchmark Regulation (2016/1011) which forms part of UK law by 
virtue of the European (Withdrawal) Act 2018 (UK BMR). 

http://www.wilshireindexes.com/index-policy-documents/wilshire-indexes-policy-for-the-exercise-of-expert-judgement
http://www.wilshireindexes.com/index-policy-documents/wilshire-indexes-policy-for-the-exercise-of-expert-judgement
mailto:index.support@wilshire.com
http://www.wilshireindexes.com/index-policy-documents/wilshire-indexes-error-correction-policy-for-equity-indexes
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If the Index Management Committee concurs that an error has occurred, correction of the error will generally follow the 
procedures set out in the Wilshire Indexes Error Correction Policy for Equity Indexes.  The policy provides for minor errors of 
calculation to be corrected retrospectively, and for minor errors regarding constituent weighting or constituent eligibility to 
be corrected on a go-forward basis.  In these circumstances, Wilshire Indexes will notify clients providing details of the error 
and its intended correction.  Subsequent to the dissemination of the notice, Index Support will follow up with the 
complainant to ensure that the issue has been adequately addressed. 

If the Index Management Committee determines that a serious error has occurred, for example in the reconstitution of a 
benchmark that significantly affects the ability of the index to be tracked, Wilshire Indexes will publish a notice to that effect 
and communicate directly with all licensees of the benchmark. In determining the most appropriate method of remediating 
the error, the Head of Index Policy may consult users of the benchmark to solicit their preferred method of resolution, but no 
confirmation of the proposed method of correction will be provided during the consultation phase.  The final decision on 
how the error will be corrected will be taken by the Wilshire OpCo UK Limited Executive Committee and will first be relayed 
to the market via the publication of an index notice.    

If the complainant does not accept the explanation, they have the right to appeal against the initial decision.  Appeals will be 
heard by the Wilshire OpCo UK Limited Executive Committee whose decision on the matter will be final. The complainant 
may address the Executive Committee at the hearing in person if they so wish but will be required to leave the meeting 
before a decision is reached.  The Executive Committee will decide whether the appeal should be upheld or whether the 
original decision should stand; however, no indication of the decision can be provided to the appellant until details of the 
issue and its intended remediation have been provided to the market.  If the appeal is upheld, the Index Management 
Committee will proceed on the basis that an error has occurred and provide a remedy.   

3 Complaints Handling 
In the first instance, complaints should be addressed to index.support@wilshire.com.  The Benchmark Support team will 
forward the complaint to the Head of Index Policy and the Wilshire Indexes Compliance Officer (Compliance Officer).  For 
complaints with respect to suspected market abuse and decisions that may have been taken where a potential conflict of 
interest exists, complainants may if they so wish address their concerns directly to the Compliance Officer at 
benchmark.compliance@wilshire.com. 

3.1 Conflicts of Interest 
Complaints received in respect of potential conflicts of interest will be directed to the Compliance Officer in the first instance.  
The Compliance Officer will escalate the complaint to the Wilshire Indexes Chief Executive Officer who will determine 
whether a conflict of interest has unduly influenced a decision or course of action. 

The Compliance Officer will maintain a formal complaint file, archived for at least five years, to document:  

a) each written complaint received by Wilshire Indexes  
b) a written summary of material oral complaints received by Wilshire Indexes 
c) the date Wilshire Indexes received such complaint 
d) Wilshire Indexes’ written response to such complaint 
e) the date Wilshire Indexes responded to the complaint 
f) any actions taken in response to the complaint 
g) the resolution of the complaint.  

 

Any additional communications received from or given to any client with respect to a complaint must also be placed or 
documented in Wilshire Indexes’ complaint file. 

  

http://www.wilshireindexes.com/index-policy-documents/wilshire-indexes-error-correction-policy-for-equity-indexes
mailto:index.support@wilshire.com
mailto:benchmark.compliance@wilshire.com
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4 Suspicions of Market Abuse 
Queries or Complaints received in respect of suspected market abuse will be directed to the Compliance Officer in the first 
instance.   

If the Compliance Officer determines that the complaint concerns an external actor, for example a potential constituent 
company seeking to manipulate its price or reported free float in order to gain entry to a Wilshire Indexes benchmark at an 
imminent reconstitution, the Head of Index Policy will be informed.  The Head of Index Policy may request that the Index 
Management Committee undertakes an investigation into the issue.  If market abuse is confirmed, in so far as is reasonably 
practical, the Wilshire Indexes Policy for the Exercise of Expert Judgement allows for the inclusion of suspect companies to be 
deferred to a subsequent reconstitution. 

If the Compliance Officer determines that the complaint concerns one or more Wilshire Indexes employees, the Compliance 
Officer will investigate the issue to determine if any market abuse occurred. The Wilshire Indexes Compliance Manual 
provides for sanctions against employees who breach the Wilshire Indexes Code of Ethics. 

 

Policy Approval 
This Queries and Complaints Policy was approved by the Operating Committee on 21 October 2025. 

  

http://www.wilshireindexes.com/index-policy-documents/wilshire-indexes-policy-for-the-exercise-of-expert-judgement
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Legal Notices 
1. Intellectual Property 

The material herein is © 2025 Wilshire OpCo UK Limited or its affiliates. All rights reserved. 

No material published by Wilshire OpCo UK Limited and its affiliates (“Wilshire Indexes”) should be construed as granting any license or right to use any copyright, 
trademark, service mark or other intellectual property right for any purpose whatsoever without the written permission of the lawful owner and an appropriate 
license. 

Wilshire and Wilshire 5000 are registered service marks owned by Wilshire Advisors LLC and are used under license. “FT” is the trade mark of the Financial Times 
Limited and is used under licence. 

“Information” means any data, text, or other material published or made available by Wilshire Indexes whether owned by Wilshire Indexes or a third-party. This 
includes presentations, factsheets, product files, methodology documents, benchmark statements, policies or other documents relating to the operation, calculation 
or administration of Wilshire Indexes benchmarks, whether supplied physically or published electronically, for example on Wilshire Indexes websites or the websites or 
materials of Wilshire Indexes clients that relate to Wilshire Indexes. 

All Information is provided for information purposes only and is made available "as is" without warranty or other commitment of any kind.  

Use or distribution of Information requires a license from Wilshire Indexes. 

No part of the Information contained herein may be copied, stored in a retrieval system, distributed, or transmitted in any form or by any means, electronic, 
mechanical, photocopying, recording or otherwise, without prior written permission from Wilshire Indexes. 

None of the Information may be used to create derivative works or to verify or correct other data or Information. For example (but without limitation), the Information 
may not be used to create indexes, databases, risk models, analytics, software, or in connection with the issuing, offering, sponsoring, managing or marketing of any 
securities, portfolios, financial products or other investment vehicles utilizing or based on, linked to, tracking or otherwise derived from the Information or any other 
Wilshire Indexes data, Information, products or services. 

2. Disclaimers 

Wilshire Indexes entities and their respective directors, officers, employees, partners and licensors make no claim, prediction, warranty, representation or other 
commitment whatsoever, expressly or impliedly, as to the accuracy, timeliness, completeness, merchantability of any Information available or of results to be obtained 
from the use of the Information or the fitness or suitability of the Information for any particular purpose to which it might be put.  

Any representation of historical data is provided for informational purposes only and is not a reliable indicator of future performance. The Information may contain 
back-tested data. Back-tested performance is not actual performance but is hypothetical. There may be differences between back-tested performance results and 
actual results subsequently achieved by any investment strategy. 

To the fullest extent permitted by applicable law, Wilshire Indexes entities and their respective directors, officers, employees, partners, and licensors accept no 
responsibility or liability for:  

a) any loss or damage in whole or in part caused by, resulting from, or relating to any error (negligent or otherwise) or other circumstance involved in 
procuring, collecting, calculating, analyzing, editing, transcribing, transmitting, communicating, or delivering the Information or from use of the 
Information; and 

b) any direct, indirect, special, consequential, or incidental damages whatsoever, even if Wilshire Indexes (or the relevant person) is advised in advance of the 
possibility of such damages, resulting from the use of, or inability to use, the Information. 

Wilshire Indexes entities and their respective directors, officers, employees, partners, and licensors do not provide investment advice and nothing in the Information or 
any links thereto, including statistical data and industry reports, should be taken as constituting financial or investment advice or a financial promotion. 

Wilshire Indexes entities and their respective directors, officers, employees, partners, and licensors are not responsible for and make no representation regarding the 
appropriateness or suitability of using, or investing in any financial instrument or entering into any contract linked to, Wilshire Indexes benchmarks or other 
Information provided by Wilshire Indexes and any decision to engage in such use or to invest in any such instrument or enter into any such contract should not be 
made in reliance on Wilshire Indexes benchmarks or other Information provided or published by Wilshire Indexes. All Information is impersonal and not tailored to the 
needs of any person, entity, or group of persons. 

To the fullest extent permitted by applicable law, Wilshire Indexes entities and their respective directors, officers, employees, partners and licensors will not be liable 
in contract or tort (including negligence), for breach of statutory duty, misrepresentation or otherwise, in respect of any inaccuracies, errors, omissions, delays, 
failures, cessations or changes (material or otherwise) in Wilshire Indexes benchmarks or other Information. 

Wilshire Indexes is the trading name of Wilshire OpCo UK Limited, a company registered in England and Wales under registered number 12991656, with its registered 
office at C/O Tmf Group, 13th Floor, One Angel Court, London EC2R 7HJ, United Kingdom. Wilshire OpCo UK Limited is authorized and regulated by the Financial 
Conduct Authority as a benchmark administrator, with reference number 985021.  

 

 
Contact Us About Wilshire Indexes 
wilshireindexes.com/contact  

Wilshire Indexes provides institutional investors, asset managers and retail intermediaries 
with a global benchmark platform that offers global coverage of the markets through the 
leading FT Wilshire Index Series.  
To learn more about FT Wilshire Indexes, visit  
wilshireindexes.com  

  

https://www.wilshireindexes.com/contact
http://www.wilshireindexes.com/
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