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fwkgoodman  Our complaints procedure

Wearecommittedtoprovidingahighquality legal
servicetoallourclients.However, ifyou are in any way

dissatisfied with the service providedthen youhavethe [l How to contact us:

righttocomplain.
Post: RWK Goodman, Midland Bridge House,

. . Midland Bridge Road, Bath, BA2 3FP
Youcaneitherexpressyourcomplaintonthe telephone or

in writing, whichever you prefer.
Email: complaints@rwkgoodman.com

Your complaint will be referred to the
DepartmentHeadofthefeeearnerwhowas
working on yourmatter.\

Telephone: 01225 730 100

How to set out your complaint

+ Aimtokeepyourconcernsshortandtothepoint

« Giveexample(s)ofthe problem

- Givedateswhereverpossible

« Ifyouhavemorethanonequeryorconcern,listthemandgivethemnumberssothatitiseasy for us toreply
- Pleaseindicatewhetheryouarehappytoreceiveawrittenreplyorifyouwould prefera meeting. If you
request a meeting, but then fail to make an appointment, we will proceed with investigating your complaint.

What will happen next?

We willacknowledge your complaintandreferthistothe head of the department which dealtwithyour
matter.Youwillreceiveanacknowledgmentfromthedepartmentheadwithin sevendaystoletyouknowthat
he/she willinvestigate the matterand reportbacktoyou withinthreeweeksofreceiptofyourcomplaint.In
somecircumstances,anappointmentmay also be made for you to discuss your concerns with the
department head.

Ifanyofthetimescalesabovechangewewillletyouknowandexplainwhy.

Oncethe department head has investigated, if you find the explanation unsatisfactory
pleasesayso.Incertaincases,thedepartmentheadmaydecideitisappropriateforamember ofourRiskand
BestPractice Teamtoconductafurtherreviewofyourcomplaint. Wewilllet you know if your complaint has
been escalated in this way.

All complaints are overseen by the person with overall responsibility for complaints, whois Graham Street,
ManagingPartner.

IfyouaredissatisfiedwiththeresultofthatinvestigationyoucancontacttheLegal Ombudsman
about yourcomplaint:

ThelegalOmbudsman,POBox6806,Wolverhampton, WV19WJ Tel: 0300
5550333

Pleasenotehoweverthatnotallclientswillbeentitledtohavetheircomplaintreviewedby the Legal
Ombudsman. Full details of who can complain can be found at www.legalombudsman.org.uk.

The Legal Ombudsman expects you to give us eight weeks to try to resolve your complaint.Any
complainttotheLegalOmbudsmanmustusuallybemadewithinsixmonths ofourfinalwrittenresponseon
yourcomplaint.Pleasebeawarethattherearespecifictime- frames within which the Legal Ombudsman can
accept a complaint.

For further information, including details of these timeframes, you should contact the Legal Ombudsman as
set outabove

WeareregulatedbytheSolicitorsRegulation Authority (“SRA”)andtake ourregulatory responsibilities
very seriously. If you have a complaint regarding regulatory standards which we have beenunabletoresolve
withyoudirectly,youmightliketodiscussitwiththeSRA. Their contact details can be found here:
www.sra.org.uk/contact-us.



http://www.legalombudsman.org.uk/
http://www.sra.org.uk/contact-us

