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Our complaints policy 

We are committed to providing a high quality legal service to all our clients. When something goes wrong, we 

will do our best to rectify the problem as quickly and hassle-free as possible. In the event of a complaint, please 

contact Mrs Jenny Kemp, our Head of Client Care, at Church House, Queen Street, Newton Abbot TQ12 2QP, 
telephone 01626 202324.  Our aim is to continue to improve our standards.   

 

What will happen next? 

1. We will send you a letter within four days acknowledging your complaint. If appropriate, we may ask you to 

clarify or explain any details, and/or suggest a meeting at this stage. 

 

2. We will record your complaint in our central register. 

3. Mrs Kemp will then investigate your complaint, examining the relevant file and speaking with members of 

staff, as appropriate. 

 

4. If appropriate, we will then make contact with you with a view to resolving your complaint. We should be in 

a position to do this no longer than twenty-eight working days after first receiving your complaint. 

5. Where a discussion has taken place, we will write to you to confirm the discussion that took place and any 
suggestions or proposals that we have made or agreed with you to resolve the complaint.  We aim to do this 

within two days of that discussion. 

 

6. In all circumstances, Mrs Kemp will write fully to you setting out her views on the situation and, where 

applicable, any suggestions we may have to resolve it. Again, we should be in a position to do this within twenty-

eight working days of receiving your complaint.  We have eight weeks overall from receipt of your complaint to 
provide our final response, in line with Legal Ombudsman recommendations.  However, we aim to do so well 

within this period.  Our final response concludes our complaints process. 

7. If we have not resolved your complaint within eight weeks or you are not satisfied with the conclusion of the 

complaint process, you have the right to complain to the Legal Ombudsman. The Legal Ombudsman expects 

complaints to be made to them within a year of the date of the act or omission about which you are concerned 

or within a 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 at the conclusion of our internal complaints process. 

 

8. The Legal Ombudsman can be contacted via their website www.legalombudsman.org.uk, or by email to 

enquiries@legalombudsman.org.uk, by telephone on 0300 555 0333 or in writing to Legal Ombudsman, PO Box 
6167, Slough, SL1 0EH; Or 

 

9. Ask an Alternative Dispute Resolution approved body – approved by the Chartered Trading Standards 

Institute (CTSI) www.tradingstandards.uk/commercial-services/adr-approved-bodies 

 

10. If you have an unresolved complaint in relation to our conduct or behaviour, you may contact the Solicitors 
Regulation Authority (SRA) via their website at www.sra.org.uk/consumers/problems for further information and 

guidance. 

If we have to change any of the timescales set out above, we will let you know and explain why. 
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