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ELLMANS IN-HOUSE COMPLAINTS PROCEDURE

We are committed to providing a professional service to all our clients and customers. When
something goes wrong, we need you to tell us about it. This will help us to improve our standards.

Our complaints procedure has the following goals:

o To deal with complaints fairly, efficiently & effectively

e To ensure that all complaints are handled in a consistent manner throughout

e Toincrease customer satisfaction

e To use complaints constructively in the planning and improvement of all services.

How to complain
Ellmans would like to rectify any complaint as quickly as possible.

Many complaints can be resolved informally. In the first instance please contact the Managing
Director, Clive Perry, on 01273 737241 or email perry@ellmans.co.uk. Mr Perry will try to resolve

the matter.

If you make contact with our offices in person, by phone or email, make a note of the name of the
person you speak with. If a solution is offered at this point, please make a note of the resolution.

If you are not satisfied with an informal solution you may then pursue a formal complaint in writing
(including as much detail as possible) by sending this to:

Mr C E Perry
Ellmans

43 Church Road
Hove

BN3 2BE

What will happen next?

We will then respond in line with the timeframes set out below (if you feel we have not sought to
address your complaints within eight weeks, you may be able to refer your complaint to the
Property Ombudsman to consider without our final viewpoint on the matter).

o We will send you a letter acknowledging receipt of your complaint within three working days
of receiving it, enclosing a copy of this procedure.
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o We will then investigate your complaint. This will normally be dealt with by the office
manager who will review your file and speak to the member of staff who dealt with you. A
formal written outcome of our investigation will be sent to you within 15 working days of
sending the acknowledgement letter.

e |[f, at this stage, you are still not satisfied, you should contact us again and we will arrange for
a separate review to take place by a senior member of staff.

e We will write to you within 15 working days of receiving your request for a review,
confirming our final viewpoint on the matter.

Does this always happen?

In all cases a complaint will be provided full and fair consideration.

Can you have someone with you when your complaint is discussed?

Yes, you can.

Can you take your complaint elsewhere?

If you are still not satisfied after the last stage of the in-house complaint procedure (or more than 8
weeks has elapsed since the complaint was first made) you can request an independent review from
The Property Ombudsman without charge.

The Property Ombudsman

Milford House

43-55 Milford Street

Salisbury

Wiltshire

SP1 2BP

Tel: 01722 333 306 or email: admin@tpos.co.uk / www.tpos.co.uk

Please note the following:
You will need to submit your complaint to The Property Ombudsman within 12 months of receiving
our final viewpoint letter, including any evidence to support your case.

The Property Ombudsman requires that all complaints are addressed through this in-house
complaints procedure, before being submitted for an independent review.

AN

TRADINGSTANDARDS.GOV.UK

Directors: C. E. Perry, J. A. Perry
Associate Directors: M. R. Longbotham, C. L. Perry-Riquet MPhil (Cantab)
Consultant Chartered Building Surveyor: Philip Hall BSc. FRICS

Ellmans Property Management & Lettings is a trading name of Ellman Henderson Limited
The Property Ellman Henderson Limited is authorised and regulated by the Financial Conduct Authority The Property
LAWI’“"S"‘G“ Ellman Henderson Limited is registered in England & Wales, the company number is 05508696 LAO""’““’"“

o asznen wamscaven

and the registered office address is 43, Church Road, Hove. BN3 2BE.


mailto:admin@tpos.co.uk
http://www.tpos.co.uk/

