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Complaints Handling Procedure

Complaints Policy

We are committed to providing a high quality legal service to all our clients. When
something goes wrong we need you to tell us about it. This will help us improve our
standards.

Complaint procedure

If you have a complaint please contact please contact Steven Hickling, Managing Partner
on 0203 667 4780 or email steven.hickling@mhhplaw.com and provide the details of
your complaint.

What happens next

1.

2.

We will send you a letter or e-mail acknowledging receipt of your complaint within
3 working days of us receiving the complaint, enclosing a copy of this procedure.
The Managing Partner, Steven Hickling will then investigate your complaint. He
will review relevant files and speak to the members of staff with the conduct and
management of those files;

Within 14 days of sending you the acknowledgement letter/email Steven will:

a. invite you to a meeting to discuss and hopefully resolve your complaint.

b. If you wish to have such meeting this will be arranged and then within 3
days of the meeting Steven will write to you setting out details of what took
place and any solutions that he has agreed with you.

c. If you do not want a meeting or it is not possible Steven will send you a
detailed written reply to your complaint, including his suggestions for
resolving the matter within 21 days of sending you the acknowledgement
letter.

At this stage if you are still not satisfied, you should contact us again and another
Solicitor of the firm, not previously involved in the complaint, will then review the
decision.

We will write to you within 14 days of receiving your request for a review confirming
our final position on your complaint and explaining our reasons.

We are permitted a period of eight weeks to consider the complaint. If for any
reason we are unable to resolve the problem between us within that timeframe,
then our clients are advised that they may ask the Legal Ombudsman to consider
the complaint.

So, if you are still not satisfied after following the procedure above you can contact
the Legal Ombudsman at PO Box 6167 Slough SL1 OEH about your complaint. Any
complaints to the Legal Ombudsman must be made:

e within 6 months of receiving our final response to your complaint; and

¢ no more than one year from the date of the act or omission being
complained about: or

¢ no more than one year from the date when you should reasonably have
known that there was cause for complaint

for further information you should contact the service on 0300 555 0333 or refer
to www.legalombudsman.org.uk. If any of the time scales above have to be
changed we will notify you and explain why.
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8. Contact details for the Legal Ombudsman is as follows: tel: 0300 555 0333 or visit
www.legalombudsman.org.uk and the address is The Legal Ombudsman PO Box
6167, Slough, SL1 OEH.

Solicitors Requlation Authority

If someone thinks a solicitor might be dishonest or has concerns about their ethics or
integrity, they have the right to notify our regulator, the Solicitors Regulation Authority
(SRA). There are no time limits for making a report but there are limits on what the SRA
will consider. Please note that the SRA is not able to deal with issues of poor service
(complaints of this nature should instead be referred to the Legal Ombudsman). For
further information about the SRA’s role, please contact the SRA or visit:

https://www.sra.org.uk/consumers/problems/report-solicitor.page#report.

Information Commissioners’ Office

To the extent that your complaint relates to a breach of Personal Data or it is evident
that you are exercising your Rights as a Data Subject under data and information rights
legislation (including, but not limited to the UK GDPR and Data Protection Act 2018),
there may be aspects of the compliant that we may have to deal with and/or respond to
differently in light of our obligations as a Data Controller.

It may be that aspects of your complaint will need to be passed to our Data Protection
Officer to assess and respond to in accordance with our Data and Privacy Notice which is
available on our website and on request. Our standard complaint handling timescales
noted above may also not be appropriate and we will advise you if we have to escalate
the timeframe for responding.

In the event of an allegation of a breach of Personal Data and/or any concern that our
firm has not handled your personal information properly, we will consider whether a
report needs to be made to the Information Commissioner’s Office (ICO). Not all
breaches are reportable and we will advise you of the results of our assessment.

Should it be clear that you are exercising your rights under data and information rights
legislation, please be assured that we will handle that aspect of your complaint in
accordance with our regulatory obligations. For instance, we will aim to provide a full
response to a Personal Data request within one month but if we cannot respond within
that timescale, we will let you know when will be able to respond. You can find guidance
on our obligations under data and information rights legislation on the ICO’s website
(www.ico.org.uk) as well as information on their regulatory powers and the action they
can take. You also have the right to lodge a complaint with the ICO provided that you
have first allowed us the opportunity to attempt to resolve it ourselves. For further
information or to contact the ICO please visit www.ico.org.uk/concerns or call 0303 123
1113.

Your rights to refer the complaint to the Legal Ombudsman and SRA (as set out above)
may still be available to you in addition to your Personal Data rights.
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Resolution

If the complaint relates to the conduct of a Resolution Member or Resolution Mediator
and suggests that they have worked outside the Resolution Code of Practice or the
Family Mediation Council Code of Practice, then a complaint may be referred directly to
Resolution. Resolution will only consider the complaint after our own internal complaints
procedure has been exhausted (and permitting us a period of eight weeks to attempt to
resolve the complaint ourselves). For information. Please see:

https://resolution.org.uk/contact-us/complaints/make-a-complaint-about-a-member/
and
https://resolution.org.uk/contact-us/complaints/make-a-complaint-about-a-mediator/.

If Resolution’s complaints process has been exhausted and the complainant is still not
satisfied with the response, where the complaint relates to a mediator, they can appeal
directly to the Family Mediation Council. Please see:

https://www.familymediationcouncil.org.uk/complaints-about-mediators/.
Further Information

For further information about our complaints handling procedures, please do not hesitate
to contact Steven Hickling, Managing Partner, on 020 3667 4780 and
steven.hickling@mhhplaw.com or by post MHHP Law LLP, The Studio, Highstone House,
165 High Street, Barnet, EN5 5SU.
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