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ICAEW Transparency Guidance for Accredited Legal Services Firms: Template C - example complaints procedure for website
This is an example of how to include a complaints procedure on your website.
Example complaints procedure for website
Complaints procedure

At [Firm Name], we aim to provide the highest level of service. However, if at any point you are unhappy with the service you have received, or something concerns you, please let us know as soon as possible so we can try to put things right.
You can read our full Complaints Procedure here: [Insert Link]. It is also available in print on request. We are committed to addressing your concerns promptly, fairly, without charge and within [Insert timings but not to exceed a maximum of 8 weeks]. 
If we cannot resolve your complaint

If we’re unable to resolve your complaint internally, you may be able to refer it to the Legal Ombudsman, which investigates complaints about the services provided by firms providing legal services. The Ombudsman will expect you to have used our internal procedure in the first place. 
The contact details for the Legal Ombudsman are: 
T 0300 555 0333 
Post Legal Ombudsman PO Box 6167 Slough SL1 0EH UK
E enquiries@legalombudsman.org.uk 

The time limits for referring a complaint to the Legal Ombudsman are:
· within six months of the firm’s final response;
· one year from the date of the act or omission being complained about; or
· one year from the date when the complainant should have realised that there was cause for complaint.
If your complaint relates to professional misconduct, rather than our service, and you are not satisfied with our response, you should contact our regulator ICAEW. Further information about how to raise a concern is available on their web page: How to make a complaint 
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