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OUR COMPLAINTS POLICY

We are committed to providing a high-quality legal service to all our clients. When something goes
wrong, we need youto tell us aboutit. This will help us to improve ourstandards.

This policy sets outa law firm’s procedure for clients or third parties to make complaints to the firm. If
you have a complaint, please contactus with the details.

WHAT WILL HAPPEN NEXT?

We willsend you a letter acknowledging receiptofyour complaintwithin three days ofreceiving
it, enclosing a copy ofthis procedure.

We will then investigate your complaint. T his will normally involve passing your complaintto the
Matter Partner, who will reviewyour matterfile and speak to the member(s) of staff who acted
foryou.lt may be thatthe Matter Partneris not bestplaced to respond. Where this is the case
you will be notified of who will be dealing. You may also request that someone other than the
Matter Partnerdeals with yourcomplaint.

We may also, if appropriate, invite you to a meeting to discuss and hopefully resolve your
complaint. We will do this within 14 days of sending you the acknowledgementletter. If we need
longer, we will letyou know.

Within three days ofthe meeting, the Matter Partner or allocated person to deal with your
complaint will write to you to confirm whattook place and any solutions s/he has agreed with
you.

If youdo notwanta meeting oritis notpossible orappropriate, the Matter Partner will send you
a detailed written reply to your complaint, including his/her suggestions for resolving the matter,
within 21 daysofsending you the acknowledgementletter.

At this stage, if you are still not satisfied, you should contact us again and we will arrange for
ourManaging Partnerto review the decision.

We will write to you within 14 days of receiving your request for a review, confirming our final
positiononyourcomplaintand explaining ourreasons.

If you remain dissatisfied there may be other options open to you, dependent on local
regulations. Please contactus forfurther details or seek independentlegal advice.

To help us to understand yourcomplaint,and in orderthatwe do notmiss anything, please tll
us:

= yourfull name and contactdetails;

. what youthink we have gotwrong:

= howyouwould like yourcomplaintto be resolved: and

" yourfile reference number (if you have it).

] If you require any help in making your complaint, we will try to help you

Should you have any questions please contact us at: clientfeedback@tamimi.com.
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