A guide to customer complaints
Our customers are at the heart of our business. We want you to be happy with our service and our
products, but we appreciate that sometimes things can go wrong. When this happens, we will do
our best to deal with the matter quickly and fairly.
This guide explains how we deal with complaints and how to refer a complaint to the Financial
Ombudsman Service if you are unhappy with the outcome.

Our approach
If you are not completely happy with our service or a claim decision, please speak to your usual contact who will try
to resolve the issue for you immediately. However, if they are unable to do so, they will refer your complaint to our
Customer Resolution Team. Alternatively, you can contact the Customer Resolution Team directly.

Customer Resolution
Phone:

01306 644761

Email:

customerresolution@unum.co.uk

Address:

Claims Technical Manager
Unum
Milton Court
Dorking
Surrey
RH4 3LZ

Fax:

01306 873635

Our process
1. Acknowledging your complaint
For more complex cases, we may not be able to resolve your complaint immediately. If not, we will write to you
confirming we have received your complaint within 5 working days of its arrival.

2. Updates
While we are investigating your complaint, we will keep you regularly updated. If your complaint has not been
resolved within 8 weeks, we will explain why it remains unresolved and inform you of your right to refer the matter
to the Financial Ombudsman Service (FOS). Please note that some cases may not be eligible for referral to the FOS.
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3. Our Final Response
We will provide a written Final Response which will include:
• The outcome of the complaint
• Responses to each issue raised in your complaint
• How we came to the decision
• FOS rights
Please note:
• While our Final Response ends Unum’s complaints procedure, we will co-operate fully with the FOS if you
choose to refer the matter to them
• You must refer any complaint to the FOS within 6 months of the date of the Final Response letter

The Financial Ombudsman Service
The Financial Ombudsman Service is an independent complaints resolution service that is free to consumers.

Their contact details are:
Financial Ombudsman Service
Exchange Tower
London
E14 9SR
Consumer helpline: 0800 023 4567
For mobiles: 0300 123 9123
Email: complaint.info@financial-ombudsman.org.uk
Web: www.financial-ombudsman.org.uk

unum.co.uk
Unum Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the Prudential Regulation Authority.
Registered Office and mailing address: Milton Court, Dorking, Surrey RH4 3LZ Registered in England 983768 Unum Limited is a member of the Unum Group of Companies.
We monitor telephone conversations and e-mail communications from time to time for the purposes of training and in the interests of continually improving the quality of service we
provide.
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