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Client Complaints Policy
Our Commitment

We are committed to providing an excellent service to every client.

If you are unhappy with any aspect of the service you receive from us, or with the way we have handled your matter, we want to know. We take complaints seriously and will investigate them fairly, promptly and free of charge.

We view complaints as an opportunity to resolve concerns, learn from experience and improve the service we provide.

Making a complaint will not affect the way we continue to act for you.

How to Make a Complaint

You can make a complaint by email, letter or in person.

If you are comfortable doing so, we encourage you to first raise your concerns with the person dealing with your matter, as many concerns can be resolved quickly and informally.

If you wish to make a formal complaint, please contact:  
Client Resolution Team
Thompsons Solicitors LLP
ClientResolutions@thompsons.law 
Client Resolution Team, Thompsons Solicitors LLP Birmingham, P.O. Box 11044, Nottingham, NG1 9PW 

If your complaint is about the person handling your matter, your complaint will be investigated by another appropriate manager or senior lawyer.  We will share the details of the person with you when we acknowledge your complaint.   

What Happens Next?

Acknowledgement

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

We will confirm:
· that we have received your complaint;
· who will be responsible for investigating it; and
· the next steps in the process.

Investigation

We will review your complaint thoroughly and fairly.

This may include:
· reviewing your file and relevant documents;
· speaking to those involved in your matter;
· obtaining any additional information we need; and
· discussing your concerns with you if this would assist in resolving them.

Our aim is to provide a substantive response within 21 days of acknowledging your complaint.

If we need longer, we will explain why and provide an updated timescale.


Outcome

We will write to you setting out:
· our findings;
· whether we consider your complaint justified, wholly or partly justified, or not upheld; and
· any action we propose to take to resolve the matter.

This may include:
· an explanation or apology;
· corrective action;
· a reduction or refund of fees where appropriate; or
· other practical steps to address your concerns.

Requesting a Review

If you remain dissatisfied with our response, you may ask us to review our decision.

The review will be carried out by another senior person who has not previously considered your complaint wherever practicable.

We will provide our final written response within 21 days of receiving your request for a review.

Legal Ombudsman
If you remain dissatisfied after receiving our final response, you may be able to ask the Legal Ombudsman to consider your complaint.  The Legal Ombudsman is an independent body established to resolve complaints about legal services.

Legal Ombudsman
PO Box 6167
Slough
SL1 0EH
Telephone: 0300 555 0333
Email: enquiries@legalombudsman.org.uk

The Legal Ombudsman normally expects complaints to be made within:
· six months of our final written response; and
· one year from the date of the act or omission complained about, or one year from the date when you should reasonably have known there was cause for complaint.

Further information is available from the Legal Ombudsman.

Complaints About Professional Conduct

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

The SRA does not normally deal with complaints about service. However, it may be interested in concerns relating to professional misconduct, dishonesty, discrimination, misuse of client money, breaches of confidentiality or other regulatory issues.

Further information about reporting concerns to the SRA can be found on its website.

Recording and Learning

All formal complaints are recorded centrally and monitored by the firm's Risk and Compliance Team.

We review complaint trends regularly to identify learning points and improve the quality of service we provide to clients.
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