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15 July 2016

Our Ref: EDH/10982346

Mr I C Mclnnes

Clavel 322

Col. Palo Alto

Zamora CP59618 UK Free Phone: 0800 028 7350
Michoacan Alternative from Mobiles: 0131 549 9770
MEXICO Colleague Pin: 1580952

David Sanger

Dear <Mr Mclnnes
Policy Numbers: P56879Q & N80803X

Thank you for contacting us regarding your above policies. We always welcome
customer comments as it helps us put things right for you or explain what's
happened

Please find enclosed a copy of our complaint information which glves you details
of our commitment to how we deal with complaints.

You may also find additional information on the Financial Ombudsman Service
website. You can visit their website at financial-ombudsman.org.uk.

Be assured we will deal with this matter as soon as possible.
If you've any questions or further information, please feel free to contact us.

Yours sincerely

Scott Bonynge

Scott Bonynge
Customer Services Administrator

Enclosures: Complaint Handling Insert
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Complaint Handling Insert

Please contact us if you’d like this in Braille or in large Print.

Qur Service Promise to you

Our number one priority is to provide you with the highest level
of customer service.

We will :

« Confirm receipt of your complaint in writing within five
working days.

« Tell you who will be handling your complaint.

 Aim to investigate and reply to you within 4 weeks of receipt
of your complaint.

In exceptional circumstances it may not be possible to resolve
your complaint within four weeks. If no decision has been

 Update you on progress after 4 and 8 weeks.
« If no decision has been reached by 8 weeks - advise you

(if appropriate) how you can refer the matter to the Financial
Ombudsman Service.

Should vou need to contact us

Use the direct dial number provided in the complaint
correspondence.

Alternatively, you can contact us by fax, e-mail or in writing.
You can write to :

Scottish Widows Ltd, LP&I Specialist Complaints,
15 Dalkeith Road, Edinburgh, EH16 5BU.

Or contact us via : www.scottishwidows.co.uk

Please note that to help us maintain security and quality of service
for our customers, your call may be recorded or monitored.

Sending personal information by e-mail may not be secure.

Only include your e-mail address if you agree to us
sending you e-mails.

If vour complaint remains unresolved

Please talk to us first. We are able to resolve most of the
complaints we receive, so we hope you will always feel able
to contact us.

* If we have issued you with a response and you have
additional relevant information we will be happy to review
your complaint further.

* If we are still unable to resolve your complaint to your
satisfaction, we’ll give you a letter confirming that we
haven’t been able to reach an agreement.

» If your complaint is about a matter covered by the Financial
Ombudsman Service, we will provide you with the details of
the Ombudsman Service. Please remember that the

o Ombudsman Service will normally onlv consider

your complaint once you’ve been through our complaints
process.

The Financial Ombudsman Service

The Financial Ombudsman Service provides consumers with a
free, independent service for resolving disputes with financial
companies.

The Financial Ombudsman Service can handle most personal
finance disputes from life insurance and personal pension
plans to bank accounts and stocks and shares. Please
remember that the Financial Ombudsman Service will
normally only consider your complaint once you’ve been
through our complaints process.

If you want to write to the Ombudsman Service, the address is:

The Financial Ombudsman Service,
Exchange Tower, London, E14 9SR.

You can telephone on: 0300 123 9123

Fax enquiries to: 0207 964 1001

E-mail enquiries to:
complaint.info@financial-ombudsman.org.uk

Visit their website on: www.financial-ombudsman.org.uk
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