Birchwood Solicitors Limited
Complaints Handling Procedure

Birchwood Solicitors Limited is committed to providing a high-quality legal service to
all our clients. We recognise that occasionally things may go wrong and, if they do,
we want to know about it so that we can address the issue promptly and fairly.

This procedure explains how we handle complaints and what you can do if you are
dissatisfied with our service.

1. Our Commitment
We aim to:

e Deal with complaints promptly, fairly and free of charge
e Investigate complaints thoroughly and objectively

o Keep you informed of progress

e Provide a clear written response

e Learn from complaints to improve our service

2. Who Can Complain?
You can use this procedure if you are:

e Acurrent or former client

e A prospective client

e A beneficiary of an estate or trust

e A personal representative

e A small business, charity or trust that meets the Legal Ombudsman eligibility
criteria

The Legal Ombudsman can accept complaints from:

e Individuals

e Micro-enterprises (businesses with fewer than 10 employees and turnover or
assets not exceeding €2 million)

e Charities with annual income under £1 million

e Trustees of trusts with assets under £1 million

e Personal representatives and beneficiaries in certain circumstances

If you are unsure whether you are eligible, we can assist you.



3. How to Make a Complaint
Step 1 — Raise the Issue Informally

In the first instance, please raise your concerns with the person handling your
matter. Many issues can be resolved quickly at this stage.

You were provided at the outset of your matter with the name and contact details of
your solicitor.

Step 2 — Formal Complaint
If your concerns are not resolved, please submit your complaint in writing to:

Wendy Byrne
Birchwood Solicitors Limited
Email: wendy@birchwoodlaw.co.uk

If your complaint concerns Wendy Byrne, please mark it for the attention of the
firm’s supervising director.

Please include:

e Your name and contact details

e The matter reference (if known)

e A clear description of your concerns
e What outcome you are seeking

4. What Will Happen Next?
Acknowledgement

We will acknowledge your complaint within seven working days of receiving it.

Investigation

Your complaint will be investigated by Wendy Byrne or, where appropriate, a
suitably independent senior member of the firm.

This will normally involve:



e Reviewing your file
e Speaking to the fee earner involved
e Considering any relevant documents

Discussion (if appropriate)
We may invite you to:

e Attend a meeting (in person or remotely), or
o Participate in a telephone discussion

This will usually take place within 14 days of our acknowledgement letter.

If a meeting is not appropriate or you prefer not to attend, we will conduct the
investigation based on the written information provided.

Final Written Response
At the conclusion of our investigation, we will send you a final written response.
This will:

e Set out our findings

e Confirm whether your complaint is upheld

e Explain any proposed resolution

e Inform you of your right to refer the matter to the Legal Ombudsman

We aim to provide our final written response within 8 weeks of receiving your
complaint.

If we are unable to meet that timescale, we will explain why and confirm when you
can expect a response.

5. Legal Ombudsman

If you remain dissatisfied after receiving our final written response, you may refer
your complaint to the Legal Ombudsman.

The Legal Ombudsman is an independent body established to resolve complaints
about legal service providers.

Time Limits



You must refer your complaint to the Legal Ombudsman:

e Within six months of receiving our final written response; and
e No later than one year from:
o The date of the act or omission being complained about; or
o The date you should reasonably have known that there was cause for
complaint.

The Legal Ombudsman has discretion to extend these time limits in appropriate
circumstances.

Contact Details

Legal Ombudsman
PO Box 6167
Slough

SL1 OEH

Telephone: 0300 555 0333
Website: www.legalombudsman.org.uk
Email: enquiries@legalombudsman.org.uk

6. The Solicitors Regulation Authority (SRA)

The Solicitors Regulation Authority regulates solicitors and law firms in England and
Wales.

If you believe your complaint involves:
e Dishonesty
e Breach of SRA Standards and Regulations
e Loss of client money
e Serious misconduct

You may report the matter directly to the SRA.

The SRA does not normally deal with complaints about poor service — those are
handled by the Legal Ombudsman.

Contact details:
Solicitors Regulation Authority

Website: www.sra.org.uk
Email: contactcentre@sra.org.uk




