Lettings

T01722820580 E lettings@bassets.co.uk
27 Castle St, Salisbury SP11TT

COMPLAINTS PROCEDURE

As a Member of The Property Ombudsman Redress Scheme, we are obliged to have a written
complaints procedure which we (and you) must follow if you subsequently wish to refer the complaint
to the Ombudsman.

1. Even if you have already phoned to advise us of your complaint, please write formally detailing the
nature of the issues being raised to the Head of Lettings in writing via the address above or email
to: Quentin.Thatcher-bassets@home.letmc.com

2. We will acknowledge receipt of your complaint within 3 working days.

3. Within 15 working days, and after a thorough investigation, we will send you a formal written
response of the outcome of the investigation and any actions taken or to be taken.

4. If you are still dissatisfied with the outcome of our investigation, you have a further opportunity to
request in writing that the complaint be reviewed by our Managing Director (David Clayton). He will
respond to you within 15 working days with a final review or offer.

5. In the event that we fail to deal with the complaint in a timely manner OR if the final review still
fails to satisfy you, then you may write to the Ombudsman’s office with full details. You will have 12
months to raise your complaint with the Ombudsman from the date of Bassets’ final review. The
contact information for TPOS is as follows:

The Property Ombudsman Milford House | 43-55 Milford Street | Salisbury | Wiltshire | SP1 2BP |
Tel: 01722 333306 | Fax: 01722 33229 www.tpos.co.uk/
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