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Your Rights to make a Complaint

Our Complaint Procedure

Our Policy

It is important to us that we provide you with a good service. If you are not happy then
you have the right to complain to us.

You will not be charged for any time spent handling your complaint.

You can request a copy of this complaint procedure at any time. We issue all clients
with a copy of this complaint procedure if a complaint is made

We shall aim to deal with any complaint that we may receive promptly, fairly, openly
and effectively.

Making a complaint

We want to give you the best possible service. However, if at any point you become
unhappy or concerned about the service, we have provided then you should inform us
immediately, so that we can do our best to resolve the problem.

In the first instance it may be helpful to contact the person who is working on your case
to discuss your concerns and they will do their best to resolve any issues at that stage.

If that does not resolve the issue to your satisfaction you can complain directly to our
Complaints Partner.

Making a complaint will not affect how we handle your case.
If you need to make a complaint, you should:

e complain as soon as possible

o if possible put your complaint in writing

e be clear on what the issue is and how you would like it to be resolved
e advise on how you would like to be contacted i.e. post, phone or email
e (Qive us up to eight weeks to resolve your complaint

Handling and Resolving a Complaint

The Complaint Partner will contact you within seven days of receiving your complaint
to advise of the process.



solicitors

They will provide you with a written outcome following an investigation into your
complaint. If you are not happy with the outcome or we have not provided you with an
outcome within 8 weeks you can contact the Legal Ombudsman.

If we cannot resolve your complaint, you can speak directly to the Legal Ombudsman,
provided that you fit one of the following categories:-

e anindividual.

e a business or enterprise that was a micro-enterprise (European Union
definition) when it referred the complaint to the authorised person.

e acharity that had an annual income net of tax of less than £1 million when
it referred the complaint to the authorised person.

e a club/association/organisation, the affairs of which are managed by its
members/a committee/a committee of its members, that had an annual
income net of tax of less than £1 million when it referred the complaint to
the authorised person.

e atrustee of a trust that had an asset value of less than £1million when it
referred the complaint to the authorised person.

e a personal representative or beneficiary of the estate of a person who,
before he/she died, had not referred the complaint to the Legal
Ombudsman.

They will look at your complaint independently and it will not affect how we handle your
case. The Legal Ombudsman service is free of charge and can investigate complaints

about the legal service you have received from us.

Before accepting a complaint for investigation, the Legal Ombudsman will check that

you have tried to resolve your complaint with us first.

The Legal Ombudsman expects complaints to be made to them within one year of the
date of the act or omission about which you are concerned or within one year of you
realising there was a concern. You must also refer your concerns to the Legal

Ombudsman within six months of our final response to you.

If you would like more information about the Legal Ombudsman, please contact them
as follows: -

e Website: www.legalombudsman.org.uk



http://www.legalombudsman.org.uk/
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e Phone Number: 0300 555 0333 between 9am to 5pm.
e Email: enquiries@legalombudsman.org.uk

In certain circumstances, you could also refer the matter to the Solicitors Regulation
Authority. This could be for things like misconduct, losing your money or treating you
unfairly because of your age, a disability or other characteristic. The SRA will not
investigate complaints about services provided by the Firm. They will refer such
matters to the Legal Ombudsman.

e Website: https://www.sra.org.uk/consumers/problems/
e Phone Number: 0370 606 2555 between 8am to 5pm. Except Tuesday
9:30am to 5pm.

e Contact page: https://www.sra.org.uk/home/contact-us/



mailto:enquiries@legalombudsman.org.uk
https://www.sra.org.uk/consumers/problems/
https://www.sra.org.uk/home/contact-us/

