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Jackie Stanley

Complaints procedure ESTATE AGENTS

We aim to provide a professional, personal service to every client and customer. If you feel we
have fallen short, please tell us so we can address your concerns and improve our service.

There is no charge for our complaints process. We aim to complete it within eight weeks of
receiving your written complaint.

0 Tell us about your complaint

Please write to Jackie Stanley at the contact details below. Include your name, contact details,
the property address, relevant dates, staff involved, supporting documents and the outcome you
are seeking.

Post: Jackie Stanley Ltd, 1 North Quay, Padstow, Cornwall, PL28 8AF

Email: sales@jackie-stanley.co.uk

e We acknowledge your complaint

Within 3 working days of receipt
We will acknowledge your complaint, confirm who is handling it and explain the next steps.

e We investigate and respond

Within 15 working days of receipt

Jackie Stanley will investigate the issues raised and send a written response explaining our
findings and any proposed resolution. If we need more time, we will explain why and provide an
expected response date.

0 Request a final review

Within 15 working days of your review request

If you remain unhappy, please write to us explaining why. We will arrange a separate review,
wherever possible by someone not previously involved, and issue our final viewpoint in writing.
This will explain our decision and your right to contact The Property Ombudsman.

e Independent review

After our final viewpoint, or if unresolved after 8 weeks

You may refer your complaint to The Property Ombudsman for a free, independent review,
subject to its Scheme rules. You must refer it within 12 months of the date of our final
viewpoint letter. You do not need to wait for that letter if eight weeks have passed without
resolution.

Post: Unit 159756, PO Box 7169, Poole, BH15 9EL

Telephone: 01722 333306 | Email: admin@tpos.co.uk

Website: www.tpos.co.uk (online complaint form available)

Help with making a complaint
If you cannot put your complaint in writing, please contact us and we will record it and confirm it with you.
Tell us if you need reasonable adjustments, an alternative format or help from an authorised representative.
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