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COMPLAINTS PROCEDURE

Our Complaints policy

We are committed to providing a high-quality legal service to all our clients. When something goes wrong we would appreciate it if you tell us about it. This will help us to improve our standards.

Our Complaints procedure

If you have a Complaint, please contact us with the details. This can be done by letter, fax or email. If you want to complain by telephone it is also helpful if you put details of your Complaint in writing. This should be addressed directly to Tony Wilson our senior partner (and Client Care Partner) in the first instance.  He can be reached by email at twilson@ashleywilson.co.uk or by fax on 020 7802 4803 or by telephone on his direct line 020 7802 4801.  If he is not immediately available please contact his secretary Ann Bell whose direct line is 020 7802 4822 and leave a message or contact her by email on abell@ashleywilson.co.uk.  As an alternative you may prefer to have a meeting to discuss your concerns and if so please make an appointment through Ann Bell to see Tony Wilson.

What will happen next?

1.
We will send you a letter or email acknowledging your Complaint and we may request further details from you. We will also let you know the name of the person who will be dealing with your Complaint if Tony Wilson is away.  You can expect to receive our letter or email confirmation within five working days of us receiving your Complaint.

2. 
We will record your Complaint in our central register and open a separate file for your Complaint. 

3.   
This will normally involve the following steps.

· Tony Wilson or another nominated partner will then start to investigate your Complaint. 

· They will obtain the relevant file.      

· They will ask the member of staff who acted for you to report to him.   

· They will then contact you.   

· Normally we are able to complete all the steps in paragraph 3 above within a period of 15 working days from the date when we receive your Complaint.

· We aim to complete these steps quickly and will respond by e-mail whenever possible.  Our aim is to reduce complaints at the earliest opportunity.

4.
If the replies (and the proposed action if any) are not satisfactory to you the relevant partner will then invite you to a meeting and discuss and hopefully resolve your Complaint.  He or she will do this within five working days of your response. You can request any other person to attend that meeting if required.
6.
At this stage, if you are still not satisfied, you should contact us again to explain why you remain unhappy with our response and we will review your comments.

7.

If you are still not satisfied, you can then contact the Legal Ombudsman at PO Box 15870, Birmingham B30 9EB or call 0300 555 0333 about your complaint. Any complaint to the Legal Ombudsman must usually be made within six months of your receiving a final written response from us regarding your complaint. The Legal Ombudsman has provided further guidance on its service at www.legalombudsman.org.uk.

The Direct Telephone number of

Tony Wilson is
020 7802 4801

His Email address is
twilson@ashleywilson.co.uk
N.B.  For further information about our products and services and our Terms and Conditions of Business please feel free to refer to our website www.ashleywilson.co.uk
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