
 

Complaints Handling Policy  
  

  
  
We are committed to providing a high-quality legal service to all our clients.  When something goes 
wrong, we need you to tell us about it.  This will help us to improve our standards.  
  
If you have a complaint about our services or an invoice, please contact us with the details. It may 
help us if you can do this in writing.   It is our policy to seek to settle your complaint as quickly as 
possible without the need to escalate matters unnecessarily.   
  
  
What will happen next?   

  
1. We will send you a letter acknowledging receipt of your complaint within three working 
days of receiving it, enclosing a copy of this procedure.   

  
2. We will then investigate your complaint. This will normally involve passing your 
complaint to our Principal, Monica Garvey, who will review your file and, where relevant, 
speak to the member of staff who acted for you.   

  
3. Monica Garvey will then either respond to you about your complaint and/or respond 
in writing within 14 days of sending the acknowledgement letter.   
  
4. If the matter is still unresolved, then the next stage would be for the complaint to be 
investigated by an independent accredited Mediation Service.  Their contact details can 
be provided on request.  

  
5. If at any stage it might be helpful to have a meeting then this can be arranged.   

  
6. At this stage, if you are still not satisfied, then the matter can be referred by you to 

Manchester and Cheshire Mediation’s governing body, Family Mediators Association, 
Scottish Enterprise Technology Park, Nasmyth Building, 2nd Floor, 60 Nasmyth 
Avenue, East Kilbride, G75 OQR, Scotland for consideration in accordance with their 
complaints procedure.  

  
7. Please note we can only deal with complaints if they are raised within 14 days.    
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