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COMPLAINTS HANDLING PROCEDURE

1. If you have a complaint

If you have a complaint about any aspect of our services, including the fees we have charged, we
are happy to engage with you to resolve your concerns. Please send the full details of your
complaint in writing to Angela Jackson at the above address, setting out clearly any concerns
queries or issues which you wish to raise. Please note that there are special procedures for
complaints about our fees which are set out in section 5 below headed “Complaints about fees”.

2. Our approach to complaints

We aim to deal with all complaints promptly, fairly and without discrimination or prejudice and
taking into account if you have any vulnerabilities that you tell us about or of which we are aware.
We will do our utmost to meet the timescales set out below. If we are not able to meet the
timescales, we will let you have reasons and a revised timescale. We will generally reply to you by
email with letter attached electronically, unless you request in writing that you prefer hard copy
letters by post.

3. What will happen after vour complaint is received?

1. Angela Jackson will deal with your complaint in the first instance. She will acknowledge your
complaint. She may ask you to confirm or explain the details. She will aim to send her letter of
acknowledgment within three working days of receipt of your complaint.

2. Your complaint will be recorded within a day of receiving it.

3. Your complaint will then be investigated. If your complaint relates to work that has been
carried out by Angela Jackson, we may at our discretion ask an independent solicitor to assist in
the investigation. We aim to send, within 10 days of receipt of your complaint, either a detailed
reply with any proposal to resolve your complaint which may include an invitation to a meeting
or telephone call to discuss your complaint.

4. 1If a meeting is held to discuss your complaint, we aim within 3 working days of the meeting to
write to you to confirm what took place and any solutions that we propose or we have agreed. If
you do not want or cannot attend a meeting, we will send you a detailed reply to your
complaint. This will include our suggestions for resolving the matter. We aim to do this within
5 days of receipt of your notification that you do not want or cannot attend a meeting.

5. We will reconsider my response in the light of any further points you raise in reply.



June 2025

4. What if you are still not satisfied?

If you are still not satisfied with my response to your complaint, you may wish to contact the Legal
Ombudsman whose contact details are:

Legal OmbudsmanistPO Box 6806, st Wolverhampton, stk WV 1 OWJ
Tel — 0300 555 0333 (calls charged at a local rate); or +44 121 245 3050 if calling from overseas.

The Legal Ombudsman has a website — www.legalombudsman.org.uk — with more information
about them and what they do and how to make a complaint, which you may find helpful.

You should not generally contact the Legal Ombudsman until we have responded to your complaint
unless we fail to provide any response within 8 weeks of your first raising the complaint.

If you wish to refer the matter to the Legal Ombudsman after we have responded to your complaint
(or if we fail to provide my response within 8 weeks), you should do so within 6 months of our
final response to your complaint.

If you wish to complain to the Legal Ombudsman you should do so within a time-frame of:
- one year from the date of the act or omission being complained about; or
- one year from the date when you realised- or should have realised- that there was cause for
your concern.

The Legal Ombudsman’s service is free.

5. Complaints about Fees

If you complain to us about our fees, we will follow the procedures set out above. If you are not
satisfied with our response to your complaint, you may wish to take your complaint about our fees
to the Legal Ombudsman. Alternatively, you may apply to the court for assessment of our fees
under Part III of the Solicitors Act 1974. Generally you may make the application within one
month of our bill, or within 12 months of our invoice if with permission of the Court, or in certain
circumstances even after 12 months of our invoice but only with special permission of the Court.

Please note that, if you apply to the court for assessment of our fees, the Legal Ombudsman may
not be able to deal with your complaint on our fees. However, if your complaint also raises other

matters, the Legal Ombudsman should be able to deal with those other matters.

6. Cost of the complaints procedure

We do not charge you for the cost of our time in handling complaints.
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