GASCOIGNE

HALMAN

THE AREA’'SLEADING ESTATE AGENCY

CUSTOMER COMPLAINTS PROCEDURE
RESIDENTIAL LETTINGS

We are committed to providing you with the highest standards of service.
However there may be occasions when our services fall short of your
expectations. This guide is designed to help you make us aware of your views so
we can address your concerns.
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Tell us what part of our service or procedure you are unhappy about and
what would you like us to do to resolve the matter. Putting your complaint
in writing helps us to ensure we have understood all of your issues, which
in turn ensures we investigate them all full and fairly.

Your complaint should be sent to the Branch Manager of the office you are
dealing with and this will be acknowledged within 3 working days of receipt.

You will receive a detailed response within 15 working days of us receiving
your complaint. Should we require further time you will receive a further
written explanation for any delay.

If for any reason a response is not received in the aforementioned time
frame, please contact Gascoigne Halman, head office at:

42 Alderley Road

Wilmslow

SK9 1NY

Telephone 01625 460 344,

Email: jane.andrew@gascoignehalman.co.uk

marked for the attention of one of the Directors.

If we do not hear from you within a further 8 weeks from the date of our
response we will assume the matter has been addressed and we will close
our file.

Should you have concerns in the meantime please contact the member of
our staff whose name appears in the letter of acknowledgement.

If you are still unhappy

If you feel your complaint has not been fully addressed or are dissatisfied with any
aspect of our handling of your complaint, you should contact Rebecca Whitehead,
Lettings Director at 42 Alderley Road, Wilmslow, SK9 1NY, who will personally
conduct a separate review of your complaint and will contact you within a further
15 working days to inform you of the outcome of his final review.
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What happens next

In the event that the final review as detailed above still fails to satisfy your grievance
then you're at liberty to have the matter referred to our Alternative Dispute
Resolution (ADR) Entity which is The Property Ombudsman. Their details are as
follows:-

The Property Ombudsman Service
Milford House

43-55 Milford Street

Salisbury

Wiltshire

SP1 2BP

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

Website: http://www.tpos.co.uk

Please Note:

You will need to complete our internal complaints procedure before you raise
your _concerns with The Property Ombudsman. Therefore in_our final
response we will confirm that we have provided our final viewpoint and that
you are now at liberty to progress your complaint issues to that body.

You should refer the matter forward as soon as possible after receiving our
final review but always within twelve months of the date of our final response.

Gascoigne Halman Limited is registered in England and Wales under company number
2274169.
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