
 
 
 

Complaints Handling Policy 

 

We strive for excellence and providing a clear and accurate legal service in a timely 

manner. We also pride ourselves in being friendly, approachable and helpful. Client 

satisfaction is a priority for us and we want the service you receive to reflect these 

principles. That is why we welcome hearing from you if you ever believe that our service 

has fallen short of these objectives 

 

What happens next? 

 

We know it can sometimes be daunting to raise a complaint, but we will never be 

offended if you do so. Your case claim or transaction will not be prejudiced by you 

raising concerns either. We hope you will not have any reason to complain, but in case 

you do, you should follow the procedure below. 

 

In the first instance, please raise your concerns directly with the person dealing with 

your case or transaction by email, post or over the phone. If you feel that it is too 

delicate for you to raise this directly with them, or they have not addressed all your 

concerns to your satisfaction, you should raise your concerns by email directly to 

complaints@aerisemploymentlaw.co.uk  

 

The Legal Ombudsman will only investigate complaints up to six years from the date of 

the problem or three years from the date that it came to your attention, but you will 

need to raise your concerns with us first. 

 

The timeline 

 

1. We will send you a letter acknowledging receipt of your complaint within three 

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 client care partner, who will review your complaint file and 

speak to the member of staff who acted for you.  

 

3. Within 21 days of receipt of your complaint, the partner investigating the matter 

will either invite you to a meeting to discuss and hopefully resolve your 

complaint or will send you a detailed written reply to your complaint, including 

her suggestions for resolving the matter. 

 



4. If a meeting takes place the partner will, within 3 working days afterwards, write 

to you to confirm what took place and any solutions agreed with you. 

 

5. If after a meeting or receipt of a detailed written response to your complaint you 

are still not satisfied you should contact us again and we will arrange for our 

designated complaints  

partner to review the decision. 

 

6. We will write to you within 21 days of receiving your request for a review, 

confirming our final position on your complaint and explaining our reasons. 

 

7. If we have been unable to settle your complaint using our internal complaints 

process you have a right to complain to the Legal Ombudsman, an independent 

complaints body established under the Legal Services Act 2007 that deals with 

legal services complaints.  

 

8. You may make your complaint by telephone (0300 555 0333), by email to 

enquiries@legalombudsman.org.uk or in writing to: 

 

The Legal Ombudsman   

PO Box 6806  

Wolverhampton  

WV1 9WJ.  

 

Further information is available at www.legalombudsman.org.uk  

 

Alternative complaints bodies (such as ProMediate – see www.promediate.co.uk) exist 

which are competent to deal with complaints about legal services should both you and 

our firm wish to use such a scheme. 


