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Should you need to complain

If you have a complaint

If you're reading this, something may have gone wrong. We're sorry if it has. If you tell us about it
we'll look into it thoroughly and correct any error we have made. Thank you for taking the time
to help us improve our service for you and everyone else. This leaflet tells you about how we
respond to complaints, and what you can expect us to do if you complain to us.

How to complain in the first instance
The first thing to do is let us know what's happened.

You can either call us, email us or write to us

We'll need to know:

* Exactly what's gone wrong, and how and when it happened

+ Anything specific you'd like us to do to put things right

* Your name, address, and contact phone number

* Anything else relevant, such as policy or letter reference numbers.

Once we have this information, we'll be able to start looking into your complaint for you.

Next steps
We'll contact you to tell you we're looking into your complaint and let you know when you can
expect to hear back from us.

We'll keep you regularly updated about what's happening. When we first contact you, we'll give
you a complaint reference number to quote, so we can always find your information quickly
when you contact us.

When we've thoroughly looked into your complaint, we'll attempt to contact you by telephone to
discuss our finding and the outcome to your complaint.

Where the complaint is resolved, we shall promptly write to you that we consider the complaint
to have been resolved and advise of your right to appeal our decision.

Our final response

We'll write to let you know our final response. This will be a detailed letter that outlines what we
found, what we plan to do as a result, and why we made the decision we came to. If it looks like
these investigations will take more than eight weeks from when you first contacted us, we will
keep you updated on our progress and when we expect to be able to provide a final response
and to inform you of your legal rights.
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Financial Ombudsman Service (FOS)

If you're not satisfied with how we dealt with your complaint

If you are not happy with the decision we've taken on your complaint and wish to take it further,
you can ask the Financial Ombudsman Service to look into your complaint for you. This is a free,
independent service for resolving disputes between customers and financial services
institutions. The FOS will require you to consult them within 6 months of the date of our final
response letter, and they'll ask to see the letter as summary of our investigation of your
complaint.

Phone : 0800 023 4567 or 0300 123 9123

E-mail : complaint.info@financial-ombudsman.org.uk
Online : www.financial-ombudsman.org.uk

Post : The Financial Ombudsman Service

Exchange Tower

London

E14 9SR
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