FAIRCLOUGHS SOLICITORS

Complaints Handling Procedure

The set procedure is as follows:-
1. We will investigate your complaint. This will involve reviewing your file.

2. We will contact You by your preferred method (i.e. phone, email or letter) within 10
days of your receiving the Complaints Handling Procedyre with details of the results
of the review and a Suggested remedy.

4. Within 10 days of the meeting, we will write to you to confirm what took place and
any solutions we agreed upon.

5. If you did not request a meeting but you respond to our letter, then we will send you a
response within 10 days of receiving your response.

6. At this stage, if you are still not satisfied you should contact us again and we wil|
arrange for a review by a barrister or another local solicitor with experience of this
type of case, to review the decision.

7. We will write to you within 14 days of receiving your request for a review, confirm our
final position on your complaint and explaining our reasons.

8. If your complaint is in relation to our fees charged to you during your claim, we offer
an independent assessment via and A.D.R Process and we pay the costs of the
Same to the extent of £1,500 plus VAT,




10.

11.

*  Within one months from the date of your invoice you have an
unconditional right to 3 detailed assessment

* After one month the Court may impose restrictions

* After one year from the invoice date, you will [ose the right too a detailed
assessment, expect in special circumstances.

The Legal ombudsman may not consider g complaint about a b jf you have applied
to the Court for sych an assessment.




