BenwellDayki

Your Local, Independent Estate and Letting Agents

Benwell Daykin Complaints
Procedure

Stage One — Your Current Point of Contact

We receive very few complaints; however, we understand that sometimes things don’t go exactly to
planandoccasionally gowrong. If this does occur, we encourage youtotry andresolvethe
situation with the member of our team you have been dealing with.

Stage Two — Manager

If we are unable to resolve the situation at Stage 1, you may refer the case to the appropriate
Managerresponsible for the branch/departmentinquestion. Where necessary, ifthe situation
remains unresolved, we recommend that the issue is raised within one month of completing Stage 1.

The personyou have dealtwith will provide youwiththe Manager's name and contact details.
Alternatively, you may write to info@benwelldaykin.co.uk. We will acknowledge the escalation within
three working days of receiptand work withyouto try and resolve any issuesraised as promptly as
possible. Awritten response to summarize any investigations and steps taken will be sent within
fifteen working days.

Stage Three — Departmental Director

If you remaindissatisfiedandwishfor your complaint to be escalated further, youmaythenwrite
tothe Departmental Director at the following address:

Benwell Daykin Estate Agents
12 High Street

Ruddington

Nottingham

NG11 6EH
info@benwelldaykin.co.uk

Tel: 0115 990 2007

The Departmental Director will acknowledge your complaint within three working days and will
undertake a full review of your complaint, including how it has been handled to date, which
may include further investigations into the background of your concerns. Within fifteen working
days from receipt of your letter, the Departmental Director will detail their findings and
recommendations in a written response to confirm our ‘viewpoint’ on the matter.
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Stage Four — Shareholders/Departmental Directors Review

Ifyouare still not satisfied with the ‘viewpoint’ in stage 3thenthe shareholdersandthe Directors will
hold a formal meeting, consider the facts and issue a ‘final viewpoint

Stage Five — The Property Redress Scheme

After you have received our final viewpoint letter, if you are not satisfied with the proposed
resolution, you may approach The Property Redress Scheme. Details of how to do this can be found at
www.theprs.co.uk.

Please note that if you do wish to contact The PRS, youmustdo sowithin sixmonths ofthe date of
thefinal viewpointletter. Itis alsoimportantto note that The Property Redress Scheme will not
consider your complaint until our internal complaint’s procedure has been exhausted.
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