BLANCHARDS BAILEY LLP COMPLAINTS POLICY
We aim to offer an efficient and effective service and to provide a proper standard of service as required by the Solicitors Regulation Authority.  

Alan Horne, our Chief Executive, is our Client Care Manager.  You can contact him at Bunbury House, Stour Park, Blandford Forum, Dorset DT11 9LQ, telephone 01258 459361, or at alan.horne@blanchardsbailey.co.uk.   If Alan Horne is on leave or your concerns relate to Alan Horne, please contact Jerome Dodge (Principal) who is based in our Blandford office, email jerome.dodge@blanchardsbailey.co.uk.

If you contact us, what will happen next?

1.
We will send you a letter acknowledging your complaint or concern and we may ask you to supply further information.  You can expect to receive this letter within five working days of us receiving your complaint although in practice this will usually be earlier.  We may wish to speak to the member of staff who dealt with you before writing to you.
2.
We will record your complaint in our central register and open a file for your complaint.

3.
We will then start to investigate your complaint which may involve requesting further information or further clarification from you.

4.
Once we have reviewed your file we will usually write to you outlining the relevant areas of concern or issues as we see them and hopefully resolve the complaint.  We aim to do this within five working days of receiving all the relevant information we need.

5.
If a meeting takes place, we will within five working days of the meeting write to confirm what took place and any agreement reached.

6.
If there is no meeting, we will send you a detailed reply to your complaint.  This will include our suggestion, where appropriate, for resolving the matter.  This will happen within five days of us completing our investigation.

7.
We are obliged to give you a final written response within eight weeks of the date of your written complaint and that written response will include a clear direction of how to contact the Legal Ombudsman.  Occasionally in complex matter this may not prove possible but you will be able to ask the Legal Ombudsman to deal with the complaint once the eight weeks have passed although hopefully you will wait to receive our response.
8.
Having received our final written response, if you are still not satisfied you can contact us again.  We will then arrange for someone else in the LLP, who has not been involved in your complaint, to review it.  This will occur within ten working days unless we require further information from you.
9.
We will let you know the result of this review within five working days of the review taking place.  At this time we will write to you confirming our final position regarding your complaint and explaining our reasons.
You have the right within six months from the date of our final response to refer the matter to the Legal Ombudsman and no more than 6 years from the date of the act/omission complained about or no more than 3 years from when you should have known there was a cause for complaint. Their details are as follows:

The Legal Ombudsman, PO Box 6806, Wolverhampton WV1 9WJ
Telephone:  0300 5500333 between 9am to 5pm
enquiries@legalombudsman.org.uk
www.legalombudsman.org.uk
If you are not an individual there are certain rules as to whether, for instance, a business, charity or club organisation can make a complaint and if this applies to you please let us know.

If we have to change any of the timescales listed above we will let you know and explain why.
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