&

LOXLEY MAYNARD

COMPLAINTS PROCEDURE

Loxley Maynard is a firm regulated by the Royal Institution of Chartered Surveyors (“RICS”),
as such we have in place a Complaints Handling Procedure to enable you to escalate issues
or concerns that you have been unable to resolve with your local Office. The procedure has
two stages. Stage one gives us the opportunity for our independent complaints team to review
and consider your complaint in full. We will always endeavour to assess the facts fairly and
our goal is to find an amicable solution to enable us to resolve your complaint to your
satisfaction. If you are not happy with our final response however, you will have the opportunity
to take your complaint to stage two. Stage two gives you the opportunity to have your
complaint reviewed and considered by an independent redress provider. Please note these
procedures do NOT cover disputes between landlords and tenants which are a local matter.
Our teams will always endeavour to assist both parties to resolve any such issues.

STAGE ONE

If you have been unable to resolve your complaint with the local office, you may escalate the
matter by writing to us. We ask that you put your complaint in writing to make sure that we
have a full understanding of the reasons for your complaint. Please provide as much detail as
possible including:

* the office you have been in contact with,

» what service we were providing,

» where you consider we have failed to meet expected standards, and
» what solution you would ideally like to achieve.

You can write to us at:

Loxley Maynard Complaints, The Grainger Suite, Dobson House, Regent Centre, Newcastle-
Upon-Tyne, NE3 3PF

E: complaints@loxleymaynard.com
W: www.loxleymaynard.com

We will acknowledge receipt of your complaint within 3 working days. We will investigate the
circumstances of your complaint including contacting the local office and we will provide a
summary of our findings within 15 working days of the acknowledgement. If you are still not
satisfied you may contact us again and we will have a further 15 working days to provide a
Final Response.

STAGE TWO

If you are still not satisfied when you have received our Final Response, or 8 weeks has
elapsed since you first wrote to us, you have the opportunity to take your complaint to an
independent redress provider. There are different providers depending on who you are and
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the type of service your complaint relates to; we will recommend in our Final Response which
redress scheme is appropriate.

The RICS Dispute Resolution Service (DRS) provides services to resolve disputes in land,
property and construction. This service may be used on a case by case basis with the
agreement of both parties. The contact details for the DRS are:

RICS Dispute Resolution Service, 55 Colmore Row, Birmingham, B3 2AA
T: 020 7334 3806

E: drs@rics.org

W: https://www.rics.org/uk/products/dispute-resolution-service/

We hope this procedure clearly outlines how to escalate an issue you have been unable to
resolve with a local office, the steps we will follow when we receive a formal complaint and the
options open to you if you are unhappy with our findings. If you still have questions, however,
please send an email to complaints@loxleymaynard.com and we would be happy to try to
assist.
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