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HATCHERS SOLICITORS LLP
MAKING A COMPLAINT ABOUT OUR SERVICE
Everyone at Hatchers Solicitors LLP is committed to providing you with a professional, courteous and efficient service.  However, if you think we have not done what we should have done we would like to know about it.  We will then do our best to put it right.

How do I make a complaint?

Please contact the member of our staff with whom you have been dealing.  This contact can be face to face, via the telephone, in writing or by e-mail to mail@hatchers.co.uk.  However, to help us to be clear about why you are not happy it would be helpful if you were able to: -

· Tell us what you are complaining about

· Give us as much background information as you can

· Explain, if possible, what you would like us to do to put things right

We recognise that you might not wish to raise your complaint direct to the member of our team who has been acting for you.  In this case please address your complaint to Jeremy Byass, Client Services Adviser, Hatchers Solicitors LLP, Thornes Hall, Castle Street, ST1 2BQTel:  01743 237680 – email:  j.byass@hatchers.co.uk.
What will happen next?

If we are not able to resolve your complaint immediately we will tell you within three working days how long it will take to let you have a full reply.  We will also explain our understanding of your complaint so that you can be sure we have interpreted it properly.

We will then review what has happened and will write to you:

· To tell you what we have discovered

· To put forward a proposal to make amends.

· To apologise for any errors on our part

We will also tell you what we intend to do to stop the problem happening again.

What if I am not satisfied with your reply?

If you are not satisfied please tell the Client Services Adviser, Hatchers Solicitors LLP, Thornes Hall, Castle Street, SY1 2BQ.
To help him to understand why you are not satisfied please let him have:

· The name of the member of staff who handled the matter for you

· What you do not like about the reply that you have received 

· Any other background information you may have

· What you would like us to do to put things right

If you prefer not to contact our Client Services Adviser in writing please tell him and he will be happy to meet with you either at our offices or elsewhere if it is more convenient for you.
What will happen then?

We will write to you within three working days to confirm we understand what it is that you are unhappy about and telling you how long it will take to let you have a full reply.

We will then carry out a full internal enquiry into your complaint and then write to you:

· To explain what we have done to investigate it

· To let you know what we have discovered during our investigations

· Offering to make amends and agree a settlement if possible

We will also tell you what we intend to do to stop the problem happening again.

What if I am still not satisfied?

You may contact the Office of the Legal Ombudsman and ask them to review the circumstances leading to your complaint and the steps that we have taken to deal with it.  Their address is P O Box 6806, Wolverhampton, WV1 9WJ (telephone 0300 555 0333 – calls are charged at a local rate and will be recorded) or you can contact them by email enquiries@legalombudsman.org.uk. The Legal Ombudsman should be contacted within 6 months of the completion of our handling of your complaint.
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We are confident that if you are concerned or dissatisfied in any way with what we have done for you we will be able to sort the problem out to your satisfaction.
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