
Making 
a complaint



At Wave we are committed to providing you with 
the best possible service.

We recognise that sometimes things can go wrong, 
and when they do, we want you to tell us so we 
can sort them out as soon as possible.

What to do when something has gone wrong

If you have any complaint about the service we have provided, please contact the 
Complaints Of�cer at Wave, giving as much information as possible about the 
nature of your complaint.

Do you have to put your complaint in writing?

If you prefer, you can phone us or send an email. If you do write to us, please make 
sure you provide all the relevant details including your account or reference number 
and daytime contact telephone number, to help us promptly sort out what may 
have gone wrong. 

How quickly will you receive a response?

This depends on what has gone wrong. We will endeavour to sort it out as quickly 
as possible � usually this will be within 48 hours of you contacting us. 

However, if we �nd it is going to take longer, we will let you know within �ve working 
days and tell you when you can expect a full response.

This full and �nal response will usually be within eight weeks. 

Will you be entitled to compensation?

Compensation will be assessed if it is found that you have been �nancially 
disadvantaged by us or suffered undue inconvenience. 



What to do if you think we have failed to resolve the problem

If you remain unhappy following receipt of our �nal response you may refer your 
concerns to the Financial Ombudsman Service (FOS). You will need to do this 
within six months of our �nal response. Details of this service will be included 
when we respond to you.

Please note: The FOS will only consider your complaint once you have completed 
our process. This means that until you have received a �nal response from Wave, 
they will simply refer you back to us. 

How to contact us

If your complaint relates to your application for a mortgage please contact 
our of�ce in Wilmslow: 

The Complaints Of�cer
Wave 
PO Box 236 
WILMSLOW 
SK9 1WT

Alternatively, call our helpline on 0800 3 58 37 58

One of our experienced service team will be more than happy to help you with 
your concerns. 

Or email us at complaints@wave.gb.com
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Wave Lending Limited (the ��lender��) incorporated in England and Wales (Company number 3312246) trading as Wave. Registered of�ce: Crown House, Manchester Road, 
Wilmslow, Cheshire, SK9 1BH. *Please note telephone calls may be recorded and/or monitored. Of�ce opening hours 9.00am to 5.00pm

Wave Lending Limited is a subsidiary of Merrill Lynch & Co., Inc.


