BENNETT JONES PARTNERSHIP

FORMAL COMPLAINTS HANDLING PROCEDURE

As a member of NAEA (National Association of Estate Agents) and ARLA (Association of Residential Letting Agents) through Propertymark, Bennett Jones Partnership operates a procedure for complaints handling.  We strive to meet our clients’ requirements to the best of our abilities; however, there may be occasions when complaints arise.  If you have a complaint, then this guidance note sets out the procedure, which we will follow, in dealing with that complaint.

STAGE ONE

The initial complaint should be addressed to one of the following individuals:
Jonathan P. Ashton, MNAEA (Director)

Bennett Jones Partnership, 31 Parsonage Street, Dursley, 

Glos GL11 4BW

Telephone:  01453-544500  Fax:  01453-544800

jon.ashton@bennettjones.co.uk

Thomas G. Russell, MARLA (Director)
(as above)

t.russell@bennettjones.co.uk

· When your complaint is initially made orally, you will be requested to send a written summary of your complaint to the person dealing with it.

· Once we have received your written summary of the complaint, we will contact you in writing within 3 working days* to inform you of our understanding of the circumstance leading to your complaint.  You will be invited to make any comments that you may have in relation to this.

· Within 15 days* of receipt of your written summary, the person dealing with your complaint will write to you in order to inform you of the outcome of the investigation into your complaint and to let you know what actions have been or will be taken.

· If you are happy with the outcome of the investigation into your compliant, the matter will conclude.

· If you are dissatisfied with any aspect of our handling of your complaint, you should contact one of the other directors, who will personally conduct a separate review of your complaint and contact you within 15 days*, to inform you of the conclusions of this review

STAGE TWO

If we cannot agree on how to resolve the complaint then you will have the opportunity to take your complaint to the final stage of our complaints handling procedure, which is to contact the following:
The Property Ombudsman (TPO)

Milford House
43-55 Milford Street

Salisbury
Wiltshire

SP1 2BP

Telephone: 
01722 333306  


Website: www.tpos.co.uk
If your complaint concerns our valuation services you should contact :

The Centre for Effective Dispute Resolution
70 Fleet Street, London, EC4Y 1EU 
Telephone: 020 7520 3800 
They will conduct a separate review of your complaint and contact you direct to inform you of the conclusion of this review.
Bennett Jones Partnership are members of Propertymark as members of both ARLA & NAEA divisions. In cases of any queries Propertymark can be contacted at: -

Propertymark,

Arbon House

6, Tournament Court

	           Edgehill Drive

           Warwick

           CV34 6LG
	

	
	

	
	

	
	

	
	

	
	

	
	


          Telephone: 01926 496800
          Website: www.propertymark.co.uk
⃰ Time limits are targets to ensure that complaints are dealt with promptly.  However, there may be circumstances beyond our control which may mean an extended period of time is required to reply.  However, we shall strive to inform you of any such delays.
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