
 
How We Handle Complaints 

 
 
 

This business is regulated by the Property Agents and Motor Dealers Act 2000 and the 
Property Agents and Motor Dealers (Restricted Letting Agency Practice Code of 
Conduct) Regulation 2001. 
 
Our aim is to give excellent service. However, we acknowledge that the best systems, 
products and services can sometimes fail. 
 
We have therefore adopted the following procedures in order to achieve prompt and fair 
resolution of any complaints we might receive. 
 
We seek your support and understanding in working through these procedures.  
 
We invite you to: 
 

 raise your complaint with the person you dealt with or ask to speak to the 
Manager 

 give us full details of your complaint (we may ask for more details so we can fully 
understand the circumstances leading to your complaint) 

 put your complaint in writing if you wish, and certainly if you are not satisfied with 
our initial response 

 
We will endeavour to discuss your complaint with you as soon as we can, and to 
promptly and fairly resolve the matter. 
 
If, after consideration, we cannot resolve the complaint to your satisfaction we will tell 
you so in writing and give our reasons. 
 
In those circumstances, we are also required by the Code of Conduct to then give you a 
separate document explaining your further options. These will include referring the 
matter to the Office of Fair Trading; seeking legal advice; agreeing with us to voluntarily 
refer the matter to a mediator. 
 
That document will also tell you that there are time limits in pursing your complaint, 
making a claim under warranty, or making a claim on the Fund established under the 
Property Agents and Motor Dealers Act 2000. 
 
In an endeavour to provide excellent service, we regularly review our policies, 
procedures and performance. We do take complaints seriously and will act in good faith 
to resolve them promptly and in a way that is fair to all concerned. 
 
Thank you for your co-operation and for raising your complaint directly with us. 
 
 
 
 


