Complaints Policy actons

solicitors

We are committed to providing a high quality legal service and to dealing with all our clients
fairly. We acknowledge that we may not always get it right so if something has gone wrong,
including in relation to the bill, we need you to tell us.

How Do | Make a Complaint?

You can contact us in writing (by letter, fax or email) or by speaking with the appropriate Head
of Department (details below) or our Complaints Director, Chris Murratt. The Head of
Department will have been notified to you in your client care letter and any changes since your
instruction commenced can be found on our website.

The Heads of Department are as follows:

o Property Caroline Pearson
o Corporate & Commercial Peter Flowerday
e Private Client Heather Parker

¢ Dispute Resolution Group Nicola Parr

e Employment Nic Elliott

e Personal Injury Heidi Gleadhill

A complaint about a Head of Department will be dealt with by another director in that
Department.

To help us to understand your complaint, and in order that we do not miss anything, please
tell us:

e Your full name and contact details.

e What you think we have got wrong.

e What you hope to achieve as a result of you complaint; and
e Your file reference number (if you have it).

If you require any help in making your complaint we will try to help you.
How Will You Deal With My Complaint?
We will record your complaint centrally.

We will write to you within 5 working days acknowledging your complaint, enclosing a copy of
this policy.

We will investigate your complaint. This will usually involve:

e Reviewing your complaint.
e Reviewing your file(s) and other relevant documents; and
e Speaking with the person who dealt with your matter.

We may also need to ask you for further information or documents. If so, we will ask you to
provide the information within a specific period of time.

We will update you on the progress of your complaint at appropriate times.

We may also, if appropriate, invite you to a meeting to discuss your complaint. You do not
have to attend if you do not wish to or you are unable to. We will be happy to discuss the
matter with you on the telephone.
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We will write to you at the end of our investigation to tell you what we have done and what we
propose to do to resolve your complaint. We will aim to do this within 28 days of the date of
our letter of acknowledgment.

If you are dissatisfied with our initial response the matter will be referred to the Complaints
Director to consider whether any alternative response is appropriate. We will then aim to write
to you with written confirmation of our final response to the complaint within a further 14 days.

What If | Am Not Satisfied With The Outcome?

If you are unhappy with the outcome of our complaints handling procedure please first let us
know and we will review the matter.

If you are still unhappy you can ask the Legal Ombudsman to look into your complaint,
provided that you come within one of the categories of client which the Ombudsman is able to
deal with.

The Legal Ombudsman can only consider complaints from the following categories of
complainant:

e An individual;

¢ A micro-enterprise as defined in the European Recommendation 2003/361/EC of 6
May 2003 (broadly, an enterprise with fewer than 10 staff and a turnover or balance
sheet value not exceeding €2 million);

e A charity with an annual income less than £1million;

e Aclub, association or society with an annual income less than £1million;

e A trustee of a trust with a net asset value less than £1million; or

e A personal representative or the residuary beneficiaries of an estate where a person
with a complaint died before referring it to the Legal Ombudsman.

You can contact the Legal Ombudsman:

e by post at Legal Ombudsman, PO Box 6167, Slough, SL1 OEH
e by telephone: 0300 555 0333, or
e by email: enquiries@legalombudsman.org.uk

You must usually refer your complaint within six months of our final written response to your
complaint and within one year of the act or omission about which you are complaining
occurring (or, if outside of this period, within one year of when you should reasonably have
been aware of it). Generally, the Legal Ombudsman deals with complaints relating to acts or
omissions that happened after 5 October 2010. Further details are available on the website
www.legalombudsman.org.uk.

What Will It Cost?
We will not charge you for handling your complaint.

Please note that if we have issued a bill for work done on the matter, and all or some of the
bill is not paid, we may be entitled to charge interest on the amount outstanding.

The Legal Ombudsman service is free of charge.
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