
MM Mortgages Complaints procedure 
  

Definitions: ‘You’ or ‘Your’ as used in this document refer to the person(s) making the complaint. ‘We’, 
‘Us’ or ‘Our’ as used in this document refer to the firm: MM Mortgages. 

 

The senior person responsible for handling complaints is Mitchell Mann unless the complaint is against 
Mitchell Mann in which case the complaint will be passed to a suitable member of staff. In the event 

nobody else within the firm is available the complaint will be passed to an external firm or adjudicator to 
investigate. 

  
Process overview 

  

1. If you wish to make your complaint in writing you can do so via email to brokers@mmmortgages.co.uk 
with the word ‘Complaint’ in the subject field, or via post to; Complaints, MM Mortgages, 32 Springham 

Drive, Colchester, Essex, CO4 5FN. If you wish to make your complaint over the phone please call 0845 
652 2580* and inform the member of staff you wish to make a complaint. The member of staff will 

record your complaint and confirm that you are aware of this complaint procedure. Please note it may 

not be possible for the member of staff to record your complaint fully in the initial call, if this is the case 
they will arrange for someone to call you back at a mutually convenient time to record your complaint. 

2. All points of your complaint will be acknowledged within 5 (five) working days including an estimate of 
the time we believe it will take to investigate your complaint and the steps involved in progressing your 

complaint. 
3. We will fully investigate your complaint and make a full response within the time allotted up to a 

maximum of 8 (eight) weeks. 

4. If the outcome of your complaint is acceptable to you then the case will be closed. If you are not 
satisfied with the outcome of your complaint we will provide details of what steps you can take next 

including referral to the Financial Ombudsman Service (if applicable)^. 
  

Full procedure 

  
The first step in raising a formal complaint is to tell us the details of your complaint either over the phone 

or in writing. The complaint will usually be passed to the firms principle: Mitchell Mann, unless the 
complaint is against Mitchell Mann himself or work he has undertaken personally. If this is the case your 

complaint will be passed to a suitable member of staff or an outside firm to investigate. This initial 

contact will be acknowledged in writing via email or post. In the event of acknowledgement by email the 
date and time of the sent email along with the email address sent to will be recorded for future 

reference. In the event of acknowledgement via post, this will be by Royal Mail Signed For (Recorded) 
delivery. When making a complaint please include as much information and in as much detail as possible, 

this will help us to process your complaint as quickly as possible. 
  

This acknowledgement will be made within 5 (five) working days from the date of receiving the initial 

complaint. This acknowledgement will estimate how long your complaint is likely to take to process to a 
full response and hopefully to a satisfactory resolution, it will also detail the number of steps we are likely 

to be undertaking to resolve your complaint, however it could take up the statutory maximum of 8 (eight) 
weeks. This acknowledgement may also contain a request for you to provide further information to 

facilitate the processing of your complaint, if this is the case you will receive a further acknowledgement 

upon receipt of this information with an updated estimation of the time to resolution and any additional 
steps that may now be required to progress your complaint. 

  
On or before the estimated time to resolving your complaint we will write to you with a full response to 

your complaint including all our findings and our position in the matter. 
  

If you are satisfied with the outcome of your complaint the complaint will be closed and filed. 
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If you are not satisfied with the outcome of your complaint you must let us know within 90 (ninety) days 

from receiving our final response, we will then review the matter again or alternatively we will provide 
you with details of how to pass your complaint to the Financial Ombudsman Service^. 

 

* Calls to 0845 numbers are charged at local rate and may not be included in any free minutes package 
you have with your telephone provider. If you are concerned about call charges we will be happy to call 

you back. 
 

^ Please note not all business conducted by us is regulated business. If your complaint relates to 
unregulated business we have conducted on your behalf then it may not be possible to refer your 

complaint to an ombudsman if you are unhappy with our final response. 


