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Complaints, Compensation & Privacy

COMPLAINTS

At MUM, it is always our intention to provide a first class standard of service. However, it is
appreciated that occasionally things go wrong. In the majority of cases the agent who arranged
the insurance will be able to resolve any concerns and You should contact them directly in the
first instance.

Alternatively You can complain by contacting MUM (as per the contact details below) quoting
Your policy and/or claim number. We will investigate Your concerns and provide a response
as soon as possible.

Address:

Pen Underwriting Limited Complaints (MUM)

7th Floor Spectrum Building

55 Blythswood Street Glasgow

G2 7AT

Telephone: 0141 285 3539

Email: UK.MUM.Complaints@Penunderwriting.com

If there is Lloyd’s participation stated in the Schedule of Insurers, and Your complaint cannot
be resolved within two weeks or if You have not received a response within two weeks, You
are entitled to refer the matter to Lloyd’s. Lloyd’s will then conduct a full investigation of Your
complaint and provide You with a written final response.

Lloyd’s contact details are:

Post: Complaints, Lloyd’s, Fidentia House, Walter Burke Way, Chatham Maritime,
Chatham, Kent. ME4 4RN.

Telephone: +44 (0) 20 7327 5693 Fax: +44 (0) 20 7327 5225

Email: complaints@Illoyds.com

Details of Lloyd’s complaints procedures are set out in a leaflet “Your Complaint — How We Can
Help” available at www.lloyds.com/complaints and are also available from the above address.

Should You remain dissatisfied having received a Final Response to Your complaint and You
fit the definition of an ‘eligible complainant’, You may then be able to refer Your complaint to
the Financial Ombudsman Service (FOS). Please note that the FOS allow 6 months from the
date of the Final Response to escalate Your complaint to them. Further details on eligibility and
the referral process can be found on the FOS website.

Address:
The Financial Ombudsman Service
Exchange Tower
London
E14 9SR
Telephone: 0800 0234567 (for landline users)
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Telephone: 0300 1239123 (for mobile users)
Email: complaint.info@financial-ombudsman.org.uk?
Website: www.financial-ombudsman.org.uk

COMPENSATION
(Financial Services Compensation Scheme)
We are covered by the Financial Services Compensation Scheme (FSCS). If We cannot meet
Our obligations You may be entitled to compensation under this scheme depending on the
type of insurance and the circumstances of the claim.

You are covered for 90 per cent of the claim without any upper limit. However, for compulsory
classes of insurance You are covered for 100 per cent of the claim without any upper limit.

In the unlikely event of MUM being unable to meet its liabilities, You may be entitled to
compensation under the Financial Services Compensation Scheme.

Their contact details are:

Financial Services Compensation Scheme,
10th Floor, Beaufort House,

15 St. Botolph Street,

London,

EC3A 7QU

Tel: 0800 678 1100 or +44 (0)20 7741 4100

PRIVACY NOTICE

MUM is the data controller of any personal data You provide to MUM. MUM collects and
processes personal data in order to offer and provide insurance services and policies and to
process claims. Personal data is also used for business purposes such as fraud prevention and
detection, financial management, to generate risk modelling, conduct analytics including to
advise, improve and develop its products and services and to comply with its legal and
regulatory obligations. This may involve sharing information with and obtaining information from
MUM’s group companies and third parties such as (re)insurers, other brokers, loss adjusters,
credit reference agencies, service providers, professional advisors, regulators or fraud
prevention agencies.

MUM may record telephone calls to help it to monitor and improve the service provided as well
as for regulatory purposes.

Please see MUM’s Privacy Notice for further information on how Your personal data is used,
shared, disclosed and retained, Your rights in relation to Your personal data and how to contact
MUM’s Data Protection Officer. MUM’s Privacy Notice can be found at
https://www.penunderwriting.co.uk/Privacy-Policy. MUM may make important updates to its
Privacy Notice from time to time and these may in turn affect the way MUM uses and handles
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Your data. Please ensure You review MUM’s Privacy Notice periodically to ensure You are
aware of any changes.

If You are entering into this agreement in the course of Your business, or as a charity, for
charitable purposes and providing information on other individuals to MUM, for example Your
employees and/or any other party that would be covered under the insurance or services that
MUM may provide to You, You shall ensure that individuals whose personal data You are
providing to MUM have been provided with fair processing notices that are sufficient in scope
and purpose, and that You have obtained all appropriate consents, where required, or are
otherwise authorised, to transfer the personal data to MUM and enable MUM to use the
personal data and process the personal data for the purposes of this agreement and as set
forth in MUM’s Privacy Notice. You must not share personal data with MUM that is not
necessary for MUM to offer, provide or administer its services.



