COMPLAINTS PROCEDURE

It is our duty to provide you with a standard of service that is of a high level.   If you believe we have failed to meet that level then it is important that you tell us why so that we can try to resolve the problem.  We know that sometimes things can go wrong and if this is the case your complaint is of concern to us.  Our Complaints Procedure allows us to deal with complaints fairly, effectively, consistently and promptly. 

Our complaints process

Please follow our complaints procedure to help us resolve your complaint as quickly as possible.

Giving us details of your complaint

If you want to complain, please provide the following details.

· Your name and address

· Your customer reference number 

· Your daytime phone number / Mobile telephone number

· A clear description of your complaint or concerns

· Details of how you would like us to rectify the situation

What we will do

We will do our best to resolve your complaint immediately. Sometimes it may take longer to fully investigate. If this happens we will do the following.

· Your complaint will be acknowledged in writing within 5 working days of receipt.

· Keep you updated with our progress.

· We aim to resolve complaints within 4 weeks. If we are not able to do so, we will always write to you explaining what is happening and when we expect to sort out your complaint. 

· Once an assessment and full investigation of your concerns have been made, we will send you a final response letter within eight weeks.

How to contact us


Complaints Department
Madison Financial

Eaton Place

114 Washway Road

Sale, Cheshire

M33 7RF

Email: info@madisonfinancial.co.uk

If you e-mail us, we usually reply to you by e-mail. However, if we need to refer to confidential information or enclose copies of important documents, we may contact you by post instead.

What to do if you are dissatisfied with our response

If you still remain dissatisfied with our final response or eight weeks have passed since you first let us know about your concerns, you can ask Financial Ombudsman Service to review your complaint. The Financial Ombudsman Service provides a free independent service for customers to solve disputes with financial firms.

The Financial Ombudsman Service will only deal with your complaint if you have given us the opportunity to put matters right, so please contact us first and we will do all we can to help you.

How to contact the Financial Ombudsman Service

Financial Ombudsman Service
South Quay Plaza 
183 Marsh Wall
London E14 9SR
Phone: 0845 080 1800
Website: www.financial-ombudsman.org.uk
Complaints Form
Employees Name: ______________________    Date of Complaints: ____/____/____

Name of Complainant: __________________________________________________

Company Reference Number: ____________________________________________

Full Address: _________________________________________________________

_______________________________________________________________________________________________________________________________________________________________________________________________________________
Contact Numbers: __________________________ / __________________________

Email Address’s_______________________________________________________

Nature Of Complains: __________________________________________________

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________(Attach A4 sheet if needed)
Has the complaint been resolved? YES / NO

What was the resolution? _________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________(Attach A4 sheet if needed)
If the complaint hasn’t been resolved at this point what are the next steps? _________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________(Attach A4 sheet if needed)
Have the steps been followed up? YES / NO

Has the complaint been resolved? YES / NO

Why has the complaint not been resolved? 

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________(Attach A4 sheet if needed)
What was the resolution? _________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________(Attach A4 sheet if needed)
-----------------------------------------------------------------------------------------------------------------

This complaints should only been signed of as complete, if the complaint has been resolved at the client is happy.

Employees Signature: __________________________

Date: __________________

Managers Signature: ___________________________

Date: __________________

