Complaints Policy and Procedure
We are committed to providing a quality legal service to all of our clients. As part of that it
is essential that if a complaint arises then we have an effective procedure to assist the
complete and early resolution of the problem. Only by doing this can we hope to maintain
the quality standards we set ourselves and improve them by learning from what may have
gone wrong and what our clients tell us.
The Procedure
In the event of a complaint please notify Rachel Daniells.
If the complaint is about Rachel Daniells then please notify Jess Willetts.
We will then try to resolve your complaint informally by discussion. However, if this cannot
be achieved your complaint will be dealt with formally in accordance with the following
procedure:What will happen next?
Your complaint will be acknowledged in writing within 5 working days. We will set out
within the acknowledgment our understanding of your complaint and seek any necessary
clarification of the complaint from you.
The complaint will be registered in our Central Register (for monitoring and management
information purposes) and a separate complaint file opened.
We will then investigate your complaint. We will undertake a thorough review of the file
and speak to the person who acted for you. We will write to you with a detailed response
to your complaint and with any suggestions we have for resolving it to our mutual
satisfaction. We aim to do this within 21 working days of the letter of acknowledgement, or
write to you and explain the reason if it is likely to take longer.
If you remain dissatisfied with our response to your complaint then we will write to you to
confirm our final position. We would recommend that before taking the matter to the Legal
Services Ombudsman, you consider using the "help with complaints" service offered by
the Devon & Somerset Law Society at Aston Court, Pynes Hill, Exeter, Devon, EX2 5AZ.
Their phone number is 01392 366333 or you can visit their website at www.dasls.com.

Further Steps
If you decide not to use the Devon & Somerset Law Society, you can refer your complaint
to the Legal Ombudsman. The Legal Ombudsman can help you if we are unable to resolve
your complaint ourselves. They will look at your complaint independently and it will not
affect how we handle your case.
Before accepting a complaint for investigation, the Legal Ombudsman will check that you
have tried to resolve your complaint with us first. If you have, then you must take your
complaint to the Legal Ombudsman:
•

Within six months of receiving a final response to your complaint

and
•

No more than six years from the date of act/omission; or

•

No more than three years from when you should reasonably have known there was
cause for complaint.

If you would like more information about the Legal Ombudsman, please contact them.
Contact details
Visit: www.legalombudsman.org.uk
Call: 0300 555 0333 between 9.00 to 17.00.
Email: enquiries@legalombudsman.org.uk
Legal Ombudsman PO Box 6806, Wolverhampton, WV1 9WJ
What to do if you are unhappy with our behaviour
The Solicitors Regulation Authority can help if you are concerned about our behaviour.
This could be for things like dishonesty, taking or losing your money or treating you unfairly
because of your age, a disability or other characteristic.
Visit their website to see how you can raise your concerns with the Solicitors Regulation
Authority.

