Customer
complaints
procedure

We are committed to delivering
the highest level of service, but if

something does go wrong, we aim to

work swiftly and fairly to put it right.

HOW DO | REPORT & COMPLAINT?

Thiz first thing you need to do is contact us and let us
krny what part of our serdce yau are unhappy with.
¥ou can report yowr concerns to us by phone, inwriting
by p0st, oF you can send us an email

Wi will alm b resalva any ssues Immediatedy, howevar
il thid is nol possible then your cancarng will be escalated
1o a manager wha willl investigate the matter,

WHAT HAPPEMS MEXT?
‘When we receive your complaint, we will:

& Send yau a written acknowledgement within three
working days, this will outline whao is responsible
lar ireastipating the issues raised,

«  Collate as much infarmation as possible and liaise
with the varicus degartmeants involead 10 estabssh
all the Facts,

»  Send a detailed response within fifteen working
days, infarming you of the outoome and ask if the
suggested resalution is satisfactory, If we need
miced Hire bo rédalve your concerns, vou vell
receivie a writhen explanation for the delay.

COMFIDENTIALITY

Al complaints are kept carfidential and will be dealt
with fairly. If we do not hear fram you within eight
weeks of pur response, we will assume the matter
has been resalved and the complaint will be closed,
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By latting us know when you have 8 prablam, se can
work with you to understand what's happened. This
easy-To-use guide tells you how to make us awane of
wour views L3 that we can address any concerns you
may hawe, quickly and professionally

DIANTS & LATCHAM
43 Market Place
Warminster
Wilktshire

BAL1Z 9AT

Phone: (1985 485985
Email: jomes@davislatcham.co,uk

ESCALATING THE COMPLAINT

Let us know If you fesl your complaint has ot
been fully addresiad. Your concerms will be
acknewladged within three woeing days of
receipt and your camplaint will be re-reviewed
by a sensar staff member.

‘Where possible, a final response will be issued
within fifteen working days, If we are unable 1o
respond ta you within this timescale, we will
contact you to ket wou know when we anticipate 3
resalutian, and inlarm you of your fight 1o appeal
to a thandsparty.
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CONTACTING CUR INDEPENDENT
REDRESS SCHEME

I you are not satisfied with the outcome issuad within
aur final respanse, wie sdvise that vou contact aur
indepandent redress schems,

&n independent redress scheme i a free, independent
Body sel up o recolve disputes Balwaan CORSUMErs
and businesses—that hawe nat been resolved internally.
Their gecisions are binding on both parties

WHEN TO CONTACT

Independent redress schemes will anly review
complaints that have concluded with a final
respanse from the agent, or if sight weeks have
elapsed since the complaing was first made,

CONTACTING PROPERTYRMARK

Propertymark are the leading professional bady for the
property sector. They will investgate complaints against
thiair mambsers whera evidance palnts toa breach in
their Condwt and Membership Rules—this can lead to
adisciplinary hearing.

In some cases, complairts may be resoheed withawt
& hiearing, in whach case you will be matified of the
autcome in writing. I there is sufficient evidence to
proceed, a disciplnany hearing will be held before an
indepardent tribunal parel.

Visit their website for more information
propertymarkco,uk/professicnal-standards/complaints
01926 496 791 | complaints@prapertymark.co.uk
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THE PROFESSICMAL BODY
FORTHE PROPERTY SECTOR

[OATS & LATCHEM AT MOS0 BEady
43 MARKET PLACE WARMIMETER WILTEHRE BALZ 50H

The Property

“ Ombudsman

Membership number: NODT3E
The Property Ombudsman
Unit 159756

PO Boy T163

Poale BH1S 9EL

Phome: 01722 333306
Email: complaints@&tpos.co.uk
Wabsita: www. tpos.co.uk

Yow must refer your complaint B dhe Redvess Scfeme
within 12 mpnths of cwr final response.

INSURANCE COMPLAINTS

If your complaint relates to insurance, it will be

cealt with separately to ensure compliance with
regulation rules. Arry insurance-related matters will
ke ackrowledged within fiee working days and can be
repiarted by phone, post, email, or you can pop inlo
vour local branch and talk to ane of awr advisors,

Wehilst we will endeavour to respond as socan as possible,
please allow up o eight weeks for a final response, If

wie are unable ta respond fully within four wesks of
recelding your complamt, we will provide an update
Felawing aw final redpande, il you are unhappy with
the putcome, vou can refer the matter ta the Financial
Dmbudsman Service;

Financial Ormbudsman 5erice
Exchange Tower, Harbour Exchange Square
London, E14 958

cormplaint.inlo@ financal-omiba dsman.ong.uk
(B000 X34 567 | finandalombudsman.arguk

fou need to follow our complaints procedure before
TEFE”"'IE YoaIr Eﬂl"l'll[llﬂll"lt b the Financial Dmbudsman
Service. Yau must alio contact thesn within sz
monkths of receiving our final response,
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