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Our commitment

What will happen next?

If you do not want a meeting, or it is not possible, you will be sent a detailed written
reply to your complaint, including the suggestions for resolving the matter, within 21
days of sending you the acknowledgement letter.



8. If you are still not satisfied with our handling of your complaint you can ask the
Legal Ombudsman to consider the complaint. We would hope that this does not
become necessary and that we can resolve matters between ourselves.   Contact
details are as follows:

• Legal Ombudsman
• PO Box 6167
• Slough
• SL1 0EH

The Legal Ombudsman expects complaints to be made to them within one year of
the date of the act or omission about which you are concerned, or within one year
of  you  realising  there  was  a  concern.  You  must  also  refer  your  concerns  to  the
Legal Ombudsman within six months of our final response to you.

9. If we have to change any of the above timescales, we will let you know and explain
why.

Complaints about your bill 

Raising concerns with our 
regulator


