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At United Trust Bank, we endeavour to provide our customers with the highest level of
serviceatalltimes. Youshouldfind your dealings with us to be prompt, efficientand
friendly. If things go wrong we aim to resolve the problem quickly.

We have aformal complaints procedureto ensurethatyourcomplaintis handled
quickly, fairly and efficiently. This information is designed to provide you with details
of this process.

Wesuggestthatyoubringyourconcernstoourattentionassoonaspossible;weaimto
deal with all complaints fairly, consistently and promptly. This helps us to learn from our
mistakes, avoid repetition and resolve your concerns without delay.

The Process

Upon receipt of your complaint, we will aim to resolve your concerns to your
satisfaction within three business days by sending you a summary resolution letter.

Ifthisis not possible we willacknowledge your complaint within 5 working days
of receipt.

We will send you our final response to your complaint after completing our
investigationwithin4weeksbutnolaterthan8weeksofyourinitialcomplaint.

Ifweareunableto provideyouwithafinalresponse within thistime frame, we will
writetoyouexplainingwhyandadvise you whenyou can expectafinal response.
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If after 8 weeks afinalresponse hasnotbeenreceived oryou are dissatisfied with
thefinal responseyouhavereceived (atanystage ofthe process)youarewithinyour
rightsto refer your complaint to the Financial Ombudsman Service. This is a free and
independent service for resolving disputes.

Financial Ombudsman Service
Exchange Tower
London E14 9SR
Email: complaint.info@financial-ombudsman.org.uk
Phone: 0800 023 4567
You must refer your complaintto the Financial Ombudsman within 6 months of the

date our summary resolution or our on the final response letter. We will not provide the
Financial Ombudsman with our consent for this period to be extended.
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United Trust Bank Limited

One Ropemaker Street, London EC2Y 9AW
Telephone: 020 7190 5555

Fax: 020 7190 5550

Email: info@utbank.co.uk
www.utbank.co.uk

United TrustBankLLimitedis authorised by the Prudential Regulation Authorityand r . .
regulated by the Financial Conduct Authorityand Prudential Regulation Authority. ‘ Financial
Member of UK Finance. ,‘ ombUdsman

Service
Registered in England and Wales 549690. One Ropemaker Street, London EC2Y 9AW.
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