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Complaints Handling Policy - Prospect Mutual Management

Complaints Handling Policy

Prospect Mutual Management is a trading name of Prospect Law Ltd. At Prospect Mutual
Management, we strive to provide the highest standard of legal services. However, we
acknowledge that from time to time, clients may be dissatisfied with the service they receive. We
take all complaints seriously and aim to resolve issues as quickly and effectively as possible.

1. Informal Complaints

In the first instance, if you are dissatisfied with any aspect of our service, we encourage you to
raise the matter with the solicitor handling your case. Many concerns can be addressed quickly,
and we will do our utmost to resolve any issues at this stage.

2. Formal Complaints Procedure

If you remain unhappy after discussing the matter informally or prefer to submit a formal
complaint, you can do so in writing. Please provide the details of your complaint, including:

o What the issue is
e The impact it has had
e Any actions you believe are necessary to resolve the matter

Submit your complaint to:

Edmund Robb

Prospect Law Ltd

23 Berkeley Square

Email: info@prospectlaw.co.uk
Phone: T: +44 (0)20 7947 5354

3. Our Process
Upon receiving your formal complaint, we will:
o Acknowledge receipt within five working days

e Investigate your complaint thoroughly and impartially
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¢ Respond with our findings and suggested resolution within 28 days of receiving the
complaint

If we need more time, we will inform you of the reason for the delay and provide an expected
timeline.

We will provide a substantive response once we have reviewed the nature of your complaint and,
in any case, within 8 weeks, in accordance with the Legal Ombudsman Scheme.

4. Referral to the Solicitors Regulation Authority (SRA)

If your complaint concerns conduct issues, such as dishonesty, discrimination, or inappropriate
handling of your funds, you may also raise your concerns with the Solicitors Regulation Authority
(SRA).

Visit: www.sra.org.uk/consumers/problems/report-solicitor

Call: 0370 606 2555

5. Referral to the Legal Ombudsman

If we are unable to resolve your complaint to your satisfaction, you may contact the Legal
Ombudsman, an independent body that investigates complaints about legal services. You can
refer your complaint to them within the following timescales:

o Within six months of receiving our final response to your complaint
* 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.

e Alternative dispute resolution (ADR) bodies are available and competent to handle legal service
complaints, should both you and our firm agree to engage with such a scheme.

Contact details:

Visit: www.legalombudsman.org.uk

Call: 0300 555 0333

Email: enquiries@legalombudsman.org.uk

Address: Legal Ombudsman PO Box 6167 Slough SL1 OEH

Alternative dispute resolution (ADR) bodies are available and competent to handle legal service
complaints, should both you and our firm agree to engage with such a scheme.
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6. Cost of Complaints

There are no charges for making a complaint to either Prospect Prospect Mutual Management is
a trading name of Prospect Law Ltd. or the Legal Ombudsman.

7. Complaints about Costs

If your complaint relates to the costs of legal services, including fees and disbursements, please
provide specific details in your written complaint. We will investigate and respond accordingly.
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