Complaints Proceedure

Introduc on
Any expression of dissa sfac on about the service you have received from Real Legal Limited will be
considered seriously and we will ensure that we respond promptly to any complaint.
Real Legal Limited is commi ed to providing a professional and e cient service to all our clients. If
you feel that we have failed to achieve an acceptable standard of service we want you to tell us. We
are always seeking to improve our quality of service. We will inves gate your concerns objec vely
and try to achieve a posi ve, acceptable and swi solu on.
What to do If you have a complaint about the service we have provided
Our aim is to provide a service with which you will be sa s ed. However, we do realise that on some
occasions your expecta ons may not be met or that you may have a query or concern or simply be
dissa s ed. You are en tled to complain about the services that we provide to you.
As a rst step we hope that you would raise any concerns or complaints with our Hayley Hodgkinson.
We will carry out an inves ga on and will provide a proposed solu on within ten business days. If
the ma er is complex and it takes longer to deal with your complaint, we will contact you within ten
business days to give you an approximate mescale of when you can expect a response. If we believe
it would be helpful, we may suggest a mee ng.
Referral to the Legal Ombudsman
If you are not sa s ed with our nal response to your complaint, you also have the right to make a
complaint to the Legal Ombudsman (PO Box 6806, Wolverhampton WV1 9WJ, telephone number:
0300 555 0333, email address: enquiries@legalombudsman.org.uk,
website: www.legalombudsman.org.uk). There are me limits for making a complaint to the Legal
Ombudsman. Ordinarily, you can ask the Legal Ombudsman to look at your complaint if it meets all
three of the condi ons below:
• The problem or when you found out about it, happened a er 5 October 2010; and
• You refer your complaint to the Legal Ombudsman within either of the following: (a) 6 years of the
problem happening; or (b) 3 years from when you found out about it; and
• You refer your complaint to the Legal Ombudsman within 6 months of our response to your
complaint.
If you require us to explain, or provide further details about, any of the points set out in this
procedure, please do not hesitate to contact us.
Solicitors Regula on Authority
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The SRA can help you if you are concerned about our behaviour. This could be for example for
dishonesty or trea ng you unfairly because of a disability. You can raise your concerns with the SRA
www.sra.org.uk/consumers/problems/report-solicitor

