
Tell us what went wrong
At Landbay, we recognise the importance of providing excellent service to our customers and clients and  
it is something we are very passionate about. We always try to give the best possible service, but something  
we don’t always get it right. 

Complaints are really important to us as they provide us with the opportunity to put things right if something  
has gone wrong and to learn from our mistakes to prevent them happening again.

How to get in touch

By e-mail: enquiries@landbay.co.uk 
By post: Landbay Partners Ltd, 7th Floor, 60 Buckingham Palace Road, London, SW1W 0AH 
By phone: +44 (0)207 096 2700

What we’ll need to know

To help us understand your complaint – and to capture and record all of the information accurately – we will  
need the following information:

• Your name, address and email

• Your account number

• A description of your complaint

• Any names and dates you’ve noted if you have already contacted us about this problem

• How you have been affected by this

• A contact number and the best time to contact you

What we’ll do next

• Step 1: We will acknowledge your complaint promptly (within 5 business days) by e-mail and include details  
of our complaints handling procedures. 

• Step 2: We will complete a full investigation into your complaint and what has happened. If we need more  
information, we will ask you for it at this stage. 

• Step 3: We aim to send you our final response within eight weeks, but we hope to do this much quicker  
and we will keep you updated throughout our investigation. If you have any questions, you can contact  
us throughout this process.  

The Financial Ombudsman Service

If for any reason we haven’t been able to resolve your complaint within eight weeks or you’re unhappy with the 
resolution, you may be able to refer it to the Financial Ombudsman Service. The Financial Ombudsman Service is 
an independent organisation who sort out complaints consumers and financial businesses haven’t been able to 
settle themselves. Whether your complaint is one the Financial Ombudsman Service will be able to investigate will 
depend on the product and nature of the issue.

The Financial Ombudsman Service 
Exchange Tower, Harbour Exchange 
London, E14 9SR

Website:  https://www.financial-ombudsman.org.uk 
E-mail:  complaint.info@fnancial-ombudsman.org.uk 
Tel:  0800 023 4567

We have collected your contact information to enable us to provide you with updates on the progress of your complaint. The complaint record 
will be stored for audit/investigation purposes for a period of three years as required by regulatory authorities.


