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Mr Steffen Woifrum
4 Brendan Avenue
London
NWl O 1S5

Our reference: CRZKT6MHTZ

04 August 2021

Dear Mr Wolfrum

Ycur compiaint

Thank you for the time you've taken to contact me by email and to explain your complaint. This
letter explains my investigation and my decision.

ln summary your complaint is.

- Ycu requested on a number of occasions a baiance of the total sum of funds received to your
r,'rortgage and Mortgage Current Account (MCA). We have repeatedly sent out Mortgage Year
End iMY[) and MCA stäternents, which isn't what you requested

- You would like made clear whether we had any, quote "financial inteliigentsia, suspicion or
awareness9{üfiquote, of funds spent from your MCA between 2008 ta 20'l l, which is in relation
to *n investhent in South Africa
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'rYou wauld like written confirmation of responses to your camplaint being , quote "uniqxe, true
ar:i{ to the best of cur knowledge and as it had been under oath" unquote.

Our decision

l'm scrry ycu've had cause to complain. l've completed my investigatian and your complaint is

upheld. This is for the delay you have experienced in receiving the caiculations requested, fcr
the total monies paid to your mortgage and MCA.

F*liowing my review cf your m*rtgage and our internal records, I have noted yaur repeated
efforts to gain the requested mortgage infcrmation. I am sorry for the delays you have
experienced. lt is vital you are confident in our ability, to manage your request in a professicnai
and efficient rnanner, whilst clearly on this occasion this has nct L:een the case.
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