Our mission...
..to excel in meeting the financial needs of a growing
membership by providing high quality, competitive

] ]
products and outstanding customer service. ( et-tl n g l t
]
Our values...
Six key values inform the way we conduct our business
relationships with customers, staff, and other stakeholders. x

Members

We will act in our members' best interests by listening and responding to their needs
and opinions and by maintaining a financially strong and stable Society.

Professional Service

We will provide an excellent, friendly, high quality service through our head office,
branch network and other appropriate channels, ensuring that the diverse needs of
customers are met.

Staff

We will promote a caring, challenging and productive team environment in which staff
are encouraged to contribute to the Society's objectives through performance recognition.
Mutuality

We will promote the benefits of mutuality to reinforce loyalty — from our members

and from the local communities which we serve.

Fairness

We will deal with our customers and staff fairly, honestly and with the highest integrity,
reflecting our belief that openness and trust are fundamental to fostering long-term,
rewarding relationships.

Value for money

We will manage our business prudently to ensure we offer competitive,

value-for-money products.

Aiming for the

highest service

Branches and agencies throughout Staffordshire, Cheshire, Shropshire and Derbyshire

Member of the Building Societies Association Sta nd a rdS
We subscribe to the Banking Code which sets out standards of good practice
and provides valuable safeguards for customers.

Authorised and Regulated by the Financial Services Authority
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Our complaints procedure

At Leek United we are committed to the highest standards of
customer care. We want to know what you have to say about our
services and our products. Your comments and your complaints,
should things go wrong, will help us to shape our service to match
your needs in the future. We welcome your positive comments and
suggestions for service improvements, which can be made on the
page opposite and forwarded to the Society.

If you have a complaint, we undertake to respond promptly to
your concerns. The following guide will be helpful:

First of all, please inform the manager of the branch or the
department, where you feel the problem has occurred. Contact
may be made in writing or in person, via e-mail or by telephone.
The manager will attempt to deal with it immediately and, in any
case, will respond within five working days. The response will give
the name of the person dealing with the complaint.

We will always try to resolve your complaint without delay and
keep you informed of progress.

If, however, we fail to resolve your complaint within four weeks,
we will let you know how your complaint is progressing and also
indicate when we expect your complaint to be resolved.

Within eight weeks, we will advise you of the outcome of the
investigation. In the event that your complaint cannot be satisfied
or remains unresolved, we will provide details of the Financial
Ombudsman Service. You then have six months to refer your
complaint to the Ombudsman Service.

How can we do better?

Are there any new products and services you would like us
to provide?

Would you like us to make any changes to our existing products
and services?

Please write your suggestions below and hand them in to your
local branch. Alternatively you can post them to our head office
address on the back of this leaflet or email us at
head.office@leekunited.co.uk.

Name:

Address:

Postcode:

Telephone:

Email:




