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Complaints Policy and Handling Procedure 
 
We treat all complaints about our services extremely seriously and value feedback 
from those who deal with us so that we can continue to improve and meet our client’s 
expectations.   
 
We regularly review all complaints made about the firm, which we find useful when 
examining the operations procedures of the firm and can, if appropriate, lead to 
changes in our policies and procedures. 
 
Policy 
 
We aim to provide a high quality legal service to all our clients.  When something 
goes wrong you need to tell us about it. 
 
Our Commitment 
 
As such we are committed to dealing with complaints about the services we provide 
fully and fairly.  We welcome your feedback as it helps us identify areas for 
improvement, ensuring our commitment to quality is not compromised.  All our staff 
are trained in how to deal with complaints and are provided with regular guidance on 
how to follow the relevant procedures.  This ensures that complaints are deal with 
efficiently, ensuring consistency and compliance at al times. 
 
What Constitutes a Complaint? 
 
Any expression of dissatisfaction in any form or any source is identified as a possible 
complaint. 
 
Instances of formal complaints could include; 
 

1. Anyone notifying us, either verbally or in writing, that a complaint is being 
made 

2. Any dissatisfaction expressed concerning the way a matter is being or has 
been dealt with 

3. Issues concerning bills and payments 
4. Staff discretion; is the complaint sufficiently serious? 

 
Complaint Procedure 
 
In the first instance please raise your complaint with the person handling your case. 
 
If after you have done so you still have complaints then please contact Emma 
Simcox-Oliver. 
 
What will happen next? 
 

1. We will log your complaint in our central complaint file. 
2. We will send you a letter acknowledging receipt of your complaint with 5 

days. 



3. We will then investigate your complaint. 
4. We will then either; 

a) Invite you to a meeting to discuss and hopefully resolve your 
complaint.  We will do this within 14 days of sending you the 
acknowledgment letter.  Within 5 days of the meeting we will 
then write to you to confirm what took place along with any 
solutions agreed, OR 

b) Send you a detailed response to your complaint to include 
suggestions for resolving the matter.  We will do this within 21 
days of sending you the acknowledgment letter. 

 
If you are still not satisfied you can contact the Legal Ombudsman at PO Box 6806, 
Wolverhampton, WV1 9WJ.   
T: 0300 555 0333 or enquiries@legalombudsman.org.uk about your complaint.   
Any complaint made to the Legal Ombudsman must usually be made within six 
months of the date of our final decision on your complaint. 
 
 
 
 
 


