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Complaints Handling Process (as recommended by The Property Ombudsman)
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Complaint received in writing

All written complaints will
be acknowledged within
TWO working days

A full investigation is promptly
undertaken

Property Ombudsman asks for a formal
response within 15 days, but we aim to
carry out a full investigation within 5
working days from our initial response

Complainant remains dissatisfied
weeks

A separate and detached review will take
place by staff not directly involved in the
transaction

Written statement — expressing
our final viewpoint, will be sent
to complainant within 10
working days

Internal complaints process
concluded
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If your complaint has still not been resolved to your satisfaction after the last stage of the internal
complaints process, or more than 8 weeks has elapsed since the complaint was first made, you may
refer your complaint to the Ombudsman. Please be aware that you have up to 12 months from the

date of our final viewpoint response to refer your complaint to the Ombudsman in writing, although it

is preferable that you do so as soon as possible if you wish to pursue this matter further.
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Website: www.tpos.co.uk
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