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ANP Solicitors take client dissatisfaction with our service very seriously as we aim in each
matter to exceed the standards required of us by English Law and Courts, the Solicitors
Regulation Authority (SRA) and the Rules on Evidence. We hope this guide will assist
clients in understanding our procedure for handling all issues and concerns with our service.

1. We will nominate another solicitor within the firm as your dedicated Point of Contact
(POC) and ask you to direct all future communications concerning your complaint to
this person. The POC will not be the solicitor dealing with your case to ensure that the
complaint is handled objectively and to provide you with a second opinion regarding
the matter.

2. Please contact the POC by letter or email to let them know about the issues with our
service.

3. We will acknowledge your complaint within two working days of receipt of your first
communication with the POC.

4. We will explain the way we will deal with your complaint within the next two weeks;
for example, by way of a meeting with you, provision of further information, and/or
an investigation into the issues raised. You will not be charged for making a complaint.

5. After perusal of the file, your POC will consider all the facts and evidence relating to
the complaint and report the findings and conclusion to you i.e. if the firm has
provided or failed to provide a reasonable service to you. In reaching a conclusion,
your POC will take into account the professional standards required by the SRA, rules
of Courts and the Law.

6. We will endeavour to resolve your complaint within 8 weeks of receipt of your first
communication with the firm.

7. At this stage, if you are satisfied with the outcome of our investigation, you do not
need to take further action. If, however, you are dissatisfied, you have the option of
taking your complaint to the Legal Ombudsman (contact details below). Please let us
know should you choose this option.

Address: Legal Ombudsman, PO Box 6806, Wolverhampton, WV 1
9WI Telephone: 0300 555 0333 (Monday-Friday 8:30am-5:30pm)
Email: enquiries@legalombudsman.org.uk

Website: www.legalombudsman.org.uk




