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Complaints Handling Policy and Procedure for Clients


1. [bookmark: 8e2ab8e2-7b6c-40d6-83d4-49307e686b93]We are committed to providing a high quality legal service and to dealing with all our clients fairly.  We acknowledge that we may not always get it right so if something has gone wrong, including in relation to the bill, we need you to tell us.

1. [bookmark: ca97d372-7aef-4276-b380-430d2cc93367]How do I make a complaint?
1. [bookmark: 370d6d50-d694-4cdb-835c-d1c7f685d760]You can contact us in writing (by letter or email) or by speaking with our complaints handling lawyer, Stephen Clegg, whose contact details are: 
Email: stephen.clegg@everys.co.uk
Tel: 01404 540958
Address: The Laurels, 46 New Street, Honiton, Devon, EX14 1BY 

1. [bookmark: 7c5510c3-086f-4f31-920d-6c713acaee56]To help us to understand your complaint, and in order that we do not miss anything, please tell us:
1. [bookmark: d849d6e7-18cf-41d9-997a-9c3c4b3f8a00]your full name and contact details
1. [bookmark: 8c1420e9-d9b5-4d3f-af9f-d03d50915b4f]what you think we have done wrong
1. [bookmark: 9d31dbbe-d166-4702-b5ab-2834871670cd]what you hope to achieve as a result of your complaint, and
1. [bookmark: 2ad059fd-1dba-4e76-b8e8-f0dc52b1446d]your file reference number (if you have it)

1. [bookmark: 0984bf1c-0cfd-459e-9dcc-3470da5fbe79]If you require any help in making your complaint we will try to assist you.

1. [bookmark: 82f5b9de-abcb-45f7-ac7d-517b8d7e8c50]How will you deal with my complaint?
2. [bookmark: 8b4138e7-b540-4f72-81a6-5114d98f56e2]We will record your complaint centrally.

2. [bookmark: 9b9a927f-93a1-48c9-9d40-cbdfd84921c9]We will write to you within five working days, acknowledging your complaint and enclosing a copy of this policy.

2. [bookmark: b59d63b9-95d5-4bd5-95bc-a620b899e33e]We will investigate your complaint. This will usually involve:
2. [bookmark: 67858586-15c4-4e43-b333-2673414e55e0]reviewing your complaint
2. [bookmark: 6478ef18-afd5-40ce-b3de-c3f022c4fe84]reviewing your file(s) and other relevant documents, and
2. [bookmark: 932bfeb3-d1ef-44dd-b557-ac654fa0ccd6]seeking input from the person who dealt with your matter or their head of department.

2. [bookmark: 590261ae-344a-45c9-bc03-26e15e62ce70]We may also need to ask you for further information or documents.  If so, we will ask you to provide the information within a specific period of time.

2. [bookmark: 13dc14fb-93d2-43d6-9427-032c7851912f]We may also, if we consider it appropriate, invite you to a meeting to discuss your complaint. You do not have to attend if you do not wish to or if you are unable to.  We will be happy to discuss the matter with you on the telephone.

2. [bookmark: a612fb0d-a87c-408a-8d12-ecd02f12d646]We will write to you at the end of our investigation to tell you what we have done and what we propose to do to resolve your complaint.  We normally aim to do this within 28 days of receiving all necessary information, but circumstances or the complexity of the matter may dictate that more time or indeed a quicker response is needed. We will notify you if more time is required, however, except in the most exceptional of cases, we expect to be able to respond within 2 months.

1. [bookmark: 2c8c4f58-0abe-4244-ad91-172b97a68e87]What if I am not satisfied with the outcome?
3. [bookmark: 94e1d385-2651-442f-99a6-5673cad44447]If you are unhappy with the outcome of our complaints handling procedure please first let us know. You can do this in writing or request a meeting with Stephen Clegg or speak with him over the telephone.  Our aim is to achieve a satisfactory resolution wherever possible. 

3. [bookmark: 263e8d2a-23d5-46bc-837f-b437faa55c4d]If we have not resolved your complaint to your satisfaction within 8 weeks of its being made to us or if the Ombudsman considers that there are exceptional reasons to consider the complaint sooner, or without it having been made to us first, or if the Ombudsman considers that in house resolution is not possible due to irretrievable breakdown in the relationship between us, you can ask the Legal Ombudsman to look into your complaint. You can contact the Legal Ombudsman:
1. [bookmark: 39329158-8e04-4626-8ef4-ac242c891ddc]by post at PO Box 6167, Slough SL1 0EH
1. [bookmark: 14977187-d164-4d84-b836-1c0df4f511cc]by telephone: 0300 555 0333, or
1. [bookmark: 700e3708-9a6e-47ef-9f60-846f56362261]by email: enquiries@legalombudsman.org.uk

3. [bookmark: 1fccb373-7378-45d5-86e4-674292009d0a]There is a time limit on your right to refer a complaint to the Ombudsman. Failure to comply with the time limit will cause you to lose that right. You must usually refer your complaint to the Ombudsman within six months of our final written response to your complaint. Furthermore, your referral of your complaint to the Ombudsman must be within one year of the act or omission about which you are complaining occurring or within one year of the date when you should reasonably have known there was a cause for complaint). Further details are available on the website: www.legalombudsman.org.uk.

3. You should note there are restrictions on who can use the Legal Ombudsman service, which is primarily for private individuals, and small organisations (businesses, charities and clubs with an annual income of less than £1million), trustees of a trust with an asset value of less than £1 million and personal representatives or beneficiaries of an estate . Please contact the Legal Ombudsman for further information.

3. [bookmark: d67bf811-529c-4f84-9bd9-59a7dd2dcc0b]Alternative complaints bodies (such as Small Claims Mediation (www.small-claims-mediation.co.uk) exist which are competent to deal with complaints about legal services should both you and our firm wish to use such a scheme. We have, however, chosen not to adopt an ADR (Alternative Dispute Resolution) process. If, therefore, you wish to complain further, you should contact the Legal Ombudsman.

1. [bookmark: 7ad25288-87b3-44e6-bba1-5aba31eb0153]What will it cost?
4. [bookmark: 35e2a8eb-250d-42c9-9edb-798ad338cfc7]We will not charge you for handling your complaint.

4. [bookmark: c11e9cad-8a20-4c66-90a3-faa0867c21d9]Please note that if we have issued a bill for work done on the matter, and all or some of the bill is not paid, we may be entitled to charge interest on the amount outstanding.

4. [bookmark: 082765e5-7e71-40ef-9e0f-ab83d0a02486]The Legal Ombudsman service is free of charge.
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