My complaints procedure is as follows:
1. I will deal with your complaint in the first instance.  This letter acknowledges your complaint.

2. I will record your complaint on my file within 2 working days of receiving your complaint.

3. To investigate your complaint, I will either (with your agreement, which it is requested you confirm in writing):
(i) investigate your complaint myself and, within a period of 21 days, 
send you my detailed reply or invite you to a meeting to discuss the 
matter; or alternatively,

(ii) investigate your complaint myself and, within a period of 21 days, 
send you my detailed reply or invite you to a meeting to discuss the 
matter; or alternatively,
(iii) I will ask another solicitor who is independent of my firm to 
investigate your complaint and report to me.  I will promptly request 
the independent solicitor to commence his or her investigations and 
also request that those investigations are completed within 21 days and 
a report of his or her findings be issued to both you and me within a 
further period of 7 days.
4. If I have investigated your complaint and we have met, I will within 3 working days of the meeting write to you to confirm what took place and any solutions I have agreed with you.  If you do not want a meeting or it is not possible, I will send you a detailed reply to your complaint.  This will include my suggestion for resolving the matter.  I will do this within 7 days of completing my investigation.

5. If at this stage you are still not satisfied, you can write to me again.  I will then arrange to review my decision.

6. If you are still not satisfied with the outcome of your complaint I will, with your consent, ask either:

(i)
a member of the Solicitors Sole Practitioners Group; or,

(ii)
my local Law Society,

to review your complaint and respond to me within 21 days.  I will, upon receipt, provide you with a copy of their conclusions.

If you are still not satisfied, you can refer your complaint to the Legal Ombudsman whose address is PO Box 6806 Wolverhampton WV1  9NJ and whose telephone number is 0300 555 0333.  The Legal Ombudsman can also be contacted by email via their website: www.legalombudsman.org.uk
