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Complaints Procedure 
1. Initial Complaint 

All complaints, whether made verbally or in writing, will be recorded at the time they are received. We will make every 
reasonable effort to resolve the matter immediately, whether by telephone, email, or in person. 

2. Written Complaint and Acknowledgement 

If the complaint cannot be resolved at the first point of contact, the complainant will be asked to submit their complaint in 
writing if they have not already done so. All written complaints will be acknowledged in writing within three working days of 
receipt, and an investigation will be commenced by a senior member of staff. 

3. Investigation Outcome 

A formal written response setting out the outcome of the investigation will be issued within 15 working days of the 
acknowledgement letter being sent. 

4. Review of Complaint 

If the complainant remains dissatisfied with the outcome, they may request a further review. The complaint will then be 
reviewed independently by a senior member of staff. 

5. Final Viewpoint 

Following completion of the review, the Company will issue a written statement setting out its final viewpoint within 15 working 
days of receiving the request for review. This will also explain how the complaint may be referred to an independent redress 
scheme without affecting the complainant's legal rights. 

6. Referral to The Property Ombudsman 

If we have not provided a final viewpoint within eight weeks of receiving the complaint, the complainant may be entitled to refer 
the complaint directly to The Property Ombudsman. 

7. Cost 

All complaints will be investigated and dealt with free of charge to the consumer. 

8. Company Contact Details 

Steve Connolly 
Vickery & Company, 75-79 Park Street, Camberley, Surrey, GU15 3PE 

Tel: 01276 684657 

9. Escalation to The Property Ombudsman 

The complainant may refer their complaint to The Property Ombudsman within 12 months of receiving the Company's final 
viewpoint letter. A Consumer Guide will be provided when the final viewpoint is issued, either by post or email. 

The Property Ombudsman, Unit 159756, PO Box 7169, Poole, BH15 9EL 

Tel: 01722 333 306 - Email: admin@tpos.co.uk - Website: www.tpos.co.uk 

10. Propertymark 

If neither the Company nor the independent redress scheme has resolved your complaint satisfactorily, and your complaint 
relates to a matter that may involve a breach of Propertymark's Conduct and Membership Rules, you may refer the matter to 
Propertymark for consideration. [propertymark.co.uk]  Propertymark will generally consider complaints only after the agent's 
internal complaints procedure and the relevant independent redress scheme process have been exhausted. 

Propertymark Regulation Team, Propertymark, 6 Tournament Court, Edgehill Drive, Warwick, CV34 6LG 
compliance@propertymark.co.uk 
 

The complainant's legal rights remain unaffected throughout the complaints process. 
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