Roxburgh Milkins LLP
Complaints Handling Procedure
Our complaints procedure
We are committed to:

· providing a high-quality service to all our clients which meets or exceeds their expectations; and
· having open and honest relationships with our clients based on trust and confidence.

This means when we don't meet your expectations we want you to tell us about it as soon as possible, even if this is during the conduct of a matter.  Not only will this enable us to try to resolve any issues at the earliest opportunity but it will also help us to improve our standards and our service in the future.

What we ask you to do if you are not happy with our service

We are often engaged in complex transactions which are testing both physically and mentally for clients and professional advisers alike.  On these transactions there may well be frustration and, on occasion, tempers will be frayed.  We therefore recognise that, however hard we might try, we could be the recipients of these emotions.  When this occurs we will work to defuse and resolve any tension.  To enable us to distinguish between a formal complaint you might have in relation to our service and anguish or frustration about the progress of a matter (which might or might not be caused by ourselves), we request that if you wish to make a formal complaint you make clear that you are doing in order that the complaint is dealt with in accordance with this procedure.  

To ensure your complaint is dealt with promptly and correctly we request that you address a complaint to any partner.  Contact details for all our partners can be found at www.roxburghmilkins.com. 

What will happen after we receive a complaint

1. We will send you a letter or an email acknowledging receipt of your complaint within 5 working days of us receiving the complaint, enclosing a copy of this procedure.

2. We will then investigate your complaint.  This will normally involve passing your complaint to Bruce Roxburgh, our client care partner.  If the complaint is relates to Bruce Roxburgh, the complaint will be passed to another partner who will act as the client care partner for the purposes of your complaint. The client care partner will review your matter file and speak to the partner or member of staff who acted for you.  
3. The client care partner will invite you to a meeting to discuss and hopefully resolve your complaint.  This invitation will be sent within 10 working days of sending you the letter or email acknowledging receipt of the complaint.

4. Within 5 working days of the meeting, the client care partner will write or email you to confirm what took place and any solutions or actions agreed with you.

5. If you do not want a meeting or it is not possible, the client care partner will send you a detailed written reply to your complaint, including his suggestions for resolving the matter.  This letter will be sent within 15 working days of you notifying the client care partner that you do not want to attend a meeting or it otherwise becoming apparent that no meeting is possible.
6. At this stage if you are still not satisfied, you should contact us again in writing or by email and state that you wish for the decision to be reviewed and we will arrange for another partner to review the decision.

7. We will write to you within 10 working days of receiving your request for a review of the decision, confirming our decision on your complaint and explaining our reasons.

8. If you are still not satisfied, you should contact the Legal Ombudsman at PO Box 15870, Birmingham B30 9EB. about your complaint.  Any complaint to the Legal Complaints Service must usually be made within six months of the date of our final decision on your complaint but for further information you should contact the Legal Complaints Service (0300 555 0333 or refer to www.legalombudsman.org.uk).  In relation to any complaint, we believe that the best outcome is that we agree a resolution of that complaint promptly with you.  We therefore suggest that you do not contact the Legal Ombudsman until the procedures described above have been completed.
If we have to change any of the timescales described above, we will let you know and explain why.
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