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Complaints handling 

procedure 

 

 
 Do you have a query or concern? 

If so, discuss your issues with the 

person dealing with your matter 

 

Was your query or concern dealt with 
to your satisfaction? 

 Write to the Supervising Partner setting out your issues 

 They will acknowledge your letter within 4 days 
 A detailed response will be sent 15 days thereafter  

 You may be asked to attend a meeting after which a 

response will be sent within 5 days 

 

Matter resolved. 

 

We will consider the issues 

raised by your query or 

concern and ascertain 

whether there are any 

internal improvements we 

can make to our service. 

No 

 Within 7 days of receiving our letter then write to the 

Senior Partner setting out your issues 

 He will acknowledge your letter within 4 days 

 A detailed response will be sent 15 days thereafter 
 You may be asked to attend a meeting after which a 

response will be sent within 5 days 

 The decision of the Senior Partner is the end of our 

internal procedure 

 

No 

Yes 

No 

Was your query or concern dealt with to your satisfaction? 

Was your query or concern dealt with to your satisfaction? 

Legal Advice not involving Consumer Credit 

If the matter you are complaining about relates to legal advice which does not include matters relating to Consumer Credit then you should address 

your concern to: 

The Legal Ombudsman, PO Box 6806, Wolverhampton, WV1 9WJ,  

or by telephoning 0300 555 0333,  
or by email to enquiries@legalombudsman.org.uk,  

further details are available on its website at www.legalombudsman.org.uk  

 

 
 
 

 

  

If you still feel aggrieved then you may have 

the right to refer your concern to an 

independent body.  

ALTERNATIVELY 

If your matter involves Consumer Credit then you can address your concerns to 

The Financial Ombudsman Service, 

South Quay Plaza, 183 Marsh Wall, London E14 9SR or by telephoning 0300 1239 123 or 0800 023 4567 – Monday to Friday 8am to 8pm and 

Saturday 9am to 1pm,  

or by email to complaint.info@financial-ombudsman.org.uk 

further details are available on its website at www.financialombudsman.org.uk 
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