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IF YOU HAVE A COMPLAINT, THEN THIS NOTE SETS OUT THE PROCEDURE WHICH
WE WILL FOLLOW IN DEALING WITH THAT COMPLAINT.

1. A person has been appointed in this office to deal with complaints, and you should not
hesitate to contact the relevant person. Details are set out below:

Miss C L Allden

Skitts Residential lettings
Second Floor Offices

9 New Road

Willenhall

WV13 2BG

2. Where your complaint is initially made orally, you will be requested to send a written
summary of your complaint to the person dealing with it.

3. Once we have received your written summary of the complaint, we will contact you in writing
within seven days to inform you of our understanding of the circumstances leading to your
complaint. You will be invited to make any comments that you may have in relation to this.

4. Within twenty one days of receipt of your written summary, the person dealing with your
complaint will write to you, in order to inform you of the outcome of the investigation into your
complaint and to let you know what actions have been or will be taken.

5. If you are dissatisfied with any aspect of our handling of your complaint, you should contact
Mr N Rorison, Skitts Estate Agents, 75-77 Great Bridge, Tipton, DY4 7HF who will
personally conduct a separate review of your complaint and contact you within fourteen days to
inform you of the conclusion of this review.

6. If you remain dissatisfied with any aspect of our handling of your complaint, then we will
attempt to resolve this promptly through negotiations, and otherwise agree to enter into
mediation with you in accordance with the Centre for Dispute Resolution (CEDR) Model
Mediation Procedure or the mediation process operated by the Royal Institution of Chartered
Surveyors.

7. If the complaint has still not been resolved to your satisfaction, we agree to the referral of
your complaint to The Property Ombudsman, Milford House, 43-55 Milford Street, Salisbury,
Wiltshire SP1 2BP telephone 01722 333306 from whom details of the Scheme may be obtained.
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