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Our dealings with clients are dealt with in accordance with our commitment to comply with the FSA and our Terms of Business. 

For UK Mortgages and Finance Services Ltd to comply with the FSA we must have a laid-down complaints procedure.  We do, however, endeavour to resolve any 
matter as quickly as possible and trust that use of the full procedure will not be necessary. 

We expect to acknowledge any written complaint within 5 days of receipt giving the name or job title of the individual handling the complaint for the � rm.  Within 4 
weeks give our � nal response or why we are not yet in a position to resolve the complaint and will indicate when further contact will be made which must be within 
8 weeks of receipt of the complaint.  By the end of 8 weeks after its receipt we will send the complainant either a � nal response, or a response that will explain 
that the � rm is still not in a position to be able to provide a � nal response.  Provide reasons for the further delay and indicate when we expect to be able to give 
a � nal response and inform the complainant that he may at this stage refer the complaint to the Financial Ombudsman Service, to which UK Mortgages & Finance 
services Ltd belongs if you are dissatis� ed with the delay in answering the complaint. 

Where within 8 weeks of receiving a complaint we can offer redress or reject the complaint and give reasons for doing so; or inform the complainant how to pursue 
the complaint if he is still dissatis� ed.  We will refer to the availability of the Financial Ombudsman Service if the complainant remains dissatis� ed with the response.  
We will also indicate that it will regard the complaint closed if it does not receive a reply within 8 weeks. 

If you are still dissatis� ed please write to us giving the reasons you feel the matter should be resolved in your favour and any other matter you feel relevant to 
your complaint. 

The complaint will be reviewed and, hopefully, the matter can be resolved at that stage.  There could, of course, be further correspondence with you at this point 
if further information is required from you to assist in the resolution of your complaint. 

If matters still remain unresolved we will write to you setting out our � nal determination together with the reasons why we came to that decision. 

In the unlikely event that you still feel aggrieved you may then refer the matter to The Financial Ombudsman Service as long as this is done within six months from 
the date you receive our � nal response, at:-

The Financial Ombudsman Service 
South Quay Plaza 
183 Marsh Wall 
London  E14 9SR

Tel:  020 7964 1000
Email: enquiries@� nancial-ombudsman.org.uk
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