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Complaints Data

At Kensington we do everything we can to make sure our customers get the best possible
service. However, sometimes we don't get things right first time.

If you are not completely happy with our service we’d like to hear about it so we can do
something to put it right.

For more information on how to make a complaint to Kensington, please click here

Below is information on the number of complaints Kensington received between 1 October
2009 and 31 March 2010, and how these complaints were resolved.

Kensington Mortgage Company

Period Covered in this report 1 October 2009 to 31 March 2010

Number of Number of Complaints Closed
Category Complaints Complaints Closed with 8 | complaints
Opened Closed weeks (%) upheld by
firm (%)
Banking
N/A N/A N/A N/A
Home Finance
557 523 93% 55%
(92.73%) (55.45%)
General Insurance &
Pure Protection N/A N/A N/A N/A
Decumulation, Life &
Pensions N/A N/A N/A N/A
Investments
N/A N/A N/A N/A

Number of complaints per customer

At 31 March 2010, Kensington had 47,911 customer accounts.

Therefore, during this period, complaint numbers represented 1.16% of all accounts.
Notes:

The number of complaints and number of customer accounts relate to 1% charge residential
mortgages, 2" charge secured loans, and Buy to Let lending.

Kensington and Kensington Mortgages are trading names of Kensington Mortgage Company Limited (registered in England
No. 3049877). Kensington Mortgage Company Limited has its registered address at 2 Gresham Street, London EC2V 7QP.
Kensington Mortgage Company Limited is authorised and regulated by the Financial Services Authority (Firm Reference No.
310336)


http://www.kmc.co.uk/etc/medialib/investec_media_library/kensington/pdf/customers.Par.9042.File.dat/How%20to%20Complain.pdf

