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Our complaints policy

We are committed to providing a high-quality legal service to all our clients. When something goes wrong we need you to tell us about it. This will help us to improve our standards. You have a right to complain about the service we provide, including a complaint about our fees. You may also have a right to object to our bill by applying to the court for an assessment of the bill under Part III of the Solicitors Act 1974. You should be aware that if all or part of a bill remains unpaid we may be entitled to charge interest. 

Our complaints procedure

If you have a complaint, please contact us with the details. Peter Briggs is our designated Complaints Director and you should contact him, or our Practice Manager, Alison Hine. In order to make the details of your complaint clear, please send your complaint in writing to one of our offices, or by email to  Peter.Briggs@hwlegal.co.uk or Alison.Hine@hwlegal.co.uk  

What will happen next?

If we believe that your complaint can be dealt with informally, we shall telephone you upon receipt of your complaint to see if it can be resolved straight away. Otherwise, or if it becomes apparent that the complaint cannot be resolved immediately, we shall follow the procedures set out below:-

1.  We will send you a letter acknowledging your complaint and asking you to confirm or explain the details set out, if required. We will also let you know the name of the person who will be dealing with your complaint. You can expect to receive our letter 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. We will do this normally within five working days of receiving your complaint.

3.  If we have requested further information or your confirmation of any details, we will acknowledge your reply to our initial letter within two working days, and confirm we will investigate your complaint in accordance with the following procedure. 

4.  This will normally involve the following steps.

· The member of staff who acted for you will be asked to respond to your complaint within 5 working days.

· Their reply, together with their file of papers, will be passed to Peter Briggs, our Complaints Director.

· He will then examine their reply and the information in your complaint file. And, if necessary, he may also speak to them. This will normally take up to two weeks from receiving their reply and the file.

5.  Peter Briggs will then invite you to a meeting and discuss, and hopefully resolve, your

complaint. 

6.  Within five working days of the meeting Peter Briggs will write to you to confirm what took place and any solutions he has agreed with you.

If you do not want a meeting or it is not possible, Peter Briggs will send you a detailed

reply to your complaint. This will include his suggestions for resolving the matter. He will aim to do this within five working days of completing the investigation.

7.  At this stage, if you are still not satisfied you should contact us again. We will then arrange to review our decision and another partner of the firm will review Peter Briggs's decision within 10 working days.

8.  We will let you know the result of the review within five working days of the end of the

review. At this time we will write to you confirming our final position on your complaint and explaining our reasons. If you are still not satisfied, then subject to paragraph (a) below as to eligibility, you have the right to take your complaint to the Legal Ombudsman at:

Legal Ombudsman

PO Box 15870

Birmingham

B30 9EB

Telephone 0300 555 0333 

Email: enquiries@legalombudsman.org.uk 

Please note the following:

a) The Legal Ombudman’s service is open to all members of the public, very small businesses, charities, clubs and trusts. Their service is free to these consumers
b) Ordinarily, a complainant cannot use the Legal Ombudsman unless the complainant has first used our complaints procedure
c) But a complainant can use the Legal Ombudsman if:  
· the complaint has not been resolved to the complainant’s satisfaction within eight weeks of being made to us  or 
· an ombudsman considers that there are exceptional reasons to consider the complaint sooner, or without it having been made first to us or 
· where an ombudsman considers that in-house resolution is not possible due to irretrievable breakdown in the relationship between an authorised person and the person making the complaint. 
d) For example, an ombudsman may decide that the Legal Ombudsman should consider the complaint where the practice has refused to consider it, or where delay would harm the complainant. 
e) Ordinarily, a complainant must refer a complaint to the Legal Ombudsman within six months of the date of our written response, if that written response prominently included: 
· an explanation that the Legal Ombudsman was available if the complainant remained dissatisfied; and 
· full contact details for the Legal Ombudsman and a warning that the complaint must be referred to the Legal Ombudsman within six months.
f) Ordinarily, a complainant must also refer a complaint to the Legal Ombudsman within: 
· one year from the act/omission; or 
· one year from when the complainant should reasonably have known there was cause for complaint without taking advice from a third party; whichever is later. 
g) When the complainant should reasonably have known there was cause for complaint will be assessed on the basis of the complainant’s own knowledge, disregarding what the complainant might have been told if he/she had sought advice.

h) If an ombudsman considers that there are exceptional circumstances, he/she may extend any of these time limits to the extent that he/she considers fair

i) For example, an ombudsman might extend a time limit if the complainant was prevented from meeting the time limit as a result of serious illness or where the time limit had not expired when the complainant raised the complaint with the authorised person

For more information about the Legal Ombudsman, please visit their website  www.legalombudsman.org.uk 
