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Handling Complaints

What our complaints procedure aims at achieving

It is a matter of serious concern to us if you are dissatisfied with the service you
receive. We seek to offer high levels of personalised client care and service. If
you are not satisfied with the service we provide we will investigate and by doing
so hope to address your concerns and if there have been shortcomings, to put
them right to your satisfaction.

How your complaint will be dealt with

You may make your complaint at the outset:

1. To the fee earner with conduct of the matter. In this case, if the matter is
not serious and can be put right very simply the fee earner with conduct or
his/her immediate head of department will speak to you within 24 hours to
confirm that the problem has been remedied. If appropriate, this may also
be confirmed to you in writing. We treat these as informal complaints
which do not proceed to full investigation by our Complaints Partner.

2. In the case of a serious complaint or where the remedy for an informal
complaint has left you dissatisfied then your complaint will be treated as a
formal complaint by James Billingham. You may also make your complaint
to him direct.

3. Mr Billingham will acknowledge your complaint in writing within 48 hours
and will then proceed to investigate fully. In doing so he may speak you or
arrange a meeting with you in order to obtain more details. He will also
review your file in depth and will usually ask for a report from the
conducting fee earner and any other members of staff concerned.

4. Within 10 days Mr Billingham will report his findings to you.

5. Where your complaint is considered justified you will be advised of that
fact and as a minimum, offered a frank apology and steps to remedy the
deficiency. If you have suffered prejudice in some way the remedy offered
will seek to be appropriate and proportionate. We will also make clear the
steps which are to be taken to put right what may have gone wrong. We
will ask for your specific approval of the remedy and steps proposed to
ensure that we meet your reasonable expectations. In some cases, it may
be appropriate or necessary to refer you another solicitor.



6. If we think your complaint is not justified, we will tell you what steps have
been taken to investigate and explain why we think it unjustified.

7. if you remain dissatisfied and after further discussion we cannot resolve
your concerns, we will advise you that you may take your complaint to the
Legal Ombudsman, PO Box. 6806 Wolverhampton, WV1 8WJ.
www.legalombudsman.org.uk telephone 0300 555 0333

This is the independent body which investigates complaints about
solicitors’ services. You are free to speak to them at any time concerning
your complaint.

http://www.legalombudsman.org.uk

