
MGB INSURANCE BROKERS LIMITED 

 

COMPLAINTS HANDLING PROCEDURES - EXTERNAL 

 

We make every effort to deliver a high quality service to our customers. If you have a complaint 

about our service, or about a claim, we operate a swift and effective complaints handling procedure, 

as follows: 

 

1. Your complaint can be made orally or in writing, and on your behalf by a third party. 

2. If you wish to make a complaint you should contact Nick Bender, Director, at MGB Insurance 

Brokers Limited, 6th Floor, Queen Elizabeth House, 4 St Dunstan’s Hill, London EC3R 8AD. 

Tel.: 020  3757 0125. Email: nick.bender@mgbib.com.  

3. We will acknowledge your complaint within five business days and advise you of the person who 

will be dealing with the complaint, and when you can expect to receive a detailed response. The 

person dealing with the complaint will be a senior member of staff who was not directly involved 

in the matter which is the subject of the complaint. They will have the authority and experience to 

address the complaint and explain the results of the investigation. 

4. If your complaint should be more appropriately dealt with by another firm, we will ensure that it 

is referred to them as soon as practicable and certainly no later than three business days after our 

becoming satisfied that the other firm is or may be responsible for the substance of the complaint. 

We will make this referral to the other firm in writing and advise you by way of a final response 

that the referral has been made and include the other firm’s contact details. 

5. Your complaint will be thoroughly investigated and we will respond to it as soon as possible. We 

will provide a detailed response to your complaint in writing within twenty business days or, if it 

is not possible to respond within that time, we will inform you in writing within twenty business 

days why we have been unable to resolve the complaint within that time, why we need more time 

to do so and when you can expect to receive our final response. 

6. We will write to you and explain why there is a further delay if we have not completed our 

investigation within eight weeks of the complaint being made. We will also confirm when we 

expect to issue our final response and advise you that you may be eligible to refer the complaint 

to the Financial Ombudsman Service, if you are dissatisfied with the delay. Their address is:- 

 

Financial Ombudsman Service 

Exchange Tower 

Harbour Exchange Square 

London 

E14 9SR 

Tel: 020 7964 1000 

Fax: 020 7964 1001 

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

7. Where you are eligible to refer your complaint to the Financial Ombudsman Service, you have 

this right to do so free of charge, but you must do so within six months of the date of our final 

response. If you do not refer your complaint in time, the Ombudsman will not have our 

permission to consider your complaint and so will only be able to do so in very limited 

circumstances. For example, if it believes that the delay was as a result of exceptional 

circumstances. 
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