
Baldwin  Wyatt Solicitors’ Com pla in ts Policy and  Procedure  (Sep t 2023): 

We want to  give  you  the  best possib le  se rvice . However, if a t any poin t you  
becom e unhappy or concerned  abou t the  se rvice , we  provided  then  you  should  
inform  us im m e dia te ly, so tha t we  can  do our best to  reso lve  the  problem . 

In  the  first instance  it m ay be  he lpfu l to  con tact the  pe rson  who is working on  your 
case  to  d iscuss your concerns and  we  will do our best to  resolve  any issues. If you  
would  like  to  m ake  a  form al com pla in t, then  you  can  read  our fu ll com pla in ts  
procedure  be low. Making a  com pla in t will not a ffect how we  ha ndle  your case . 

Our Com pla in ts Policy 

We a re  com m itted  to  provid ing a  h igh-qua lity lega l se rvice  to  a ll our clien ts.  When  
som eth ing goes wrong we  need  you  to  te ll us about it.    This will he lp  us to  
im prove  our standards. 

Our com pla in ts procedure  

If you  have  a  com pla in t, write  to  us with  the  de ta ils . 

What will happen  next? 

1. We will send  you  a  le tte r acknowledging your com pla in t and  asking you  to  
confirm  or expla in  the  de ta ils  se t ou t.   We  will a lso le t you  know the  nam e of the  
pe rson  who will be  dea ling with  your com pla in t.  You  can  e xpe ct to  rece ive  your 
le tte r with in  2 days of us rece iving your com pla in t. 

2. We will record  your com pla in t in  our centra l registe r and  open  a  separa te  
file  for your com pla in t.   We  will do th is with in  a  day of rece iving your com pla in t. 

3. We will acknowledge  your rep ly to  our acknowledgem ent le tte r and  confirm  
wha t will happe n  ne xt.   You can  expect to  hea r from  us with in  a  day of your rep ly. 

4. We will then  sta rt to  investiga te  your com pla in t.   This will norm a lly involve  
the  following steps. 

We will pass your com pla in t to  Mr. Roger Ba ldwin , our Clien t Ca re  Partne r, with in  
3 days. If the  com pla in t is  about h im  another pa rtne r or sen ior m em ber of sta ff 
will dea l with  th is. 



He will a sk the  m em ber of sta ff who acted  for you  to  rep ly to  your com pla in t with in  
5 days. 

He  will the n  e xam ine  the ir re p ly and  the  inform ation  in  your com pla in t file .  And, 
if necessa ry, he  m ay a lso speak to  them .    This will take  up  to  3 da ys from  rece iving 
the ir rep ly and  the  file . 

5. Mr. Roger Ba ldwin  will then  invite  you  to  m ee t h im  and  d iscuss and  
hopefu lly reso lve  your com pla in t.   He  will do th is with in  3 days. 

6. With in  2 days of the  m ee ting Mr. Roger Ba ldwin  will write  to  you  to  confirm  
wha t took p lace  and  any solu tions he  has agreed  with  you . 

If you  do not wan t a  m ee ting or it is  no t possib le , Mr. Roger Ba ldwin  will send  you  
a  de ta iled  rep ly to  your com pla in t.   This  will include  h is suggestions for re so lving 
the  m atte r.  He  will do th is with in  5 days of com ple ting h is investiga tion . 

7. At th is stage , if you  a re  still no t sa tisfied  you  can  write  to  us aga in .   We  will 
then  a rrange  to  revie w our decision .   Th is will happen  in  one  of the  fo llowing 
ways. 

Another pa rtne r of the  firm  will review Mr. Roger Ba ldwin’s decision  with in  10 
days. 

We will a sk our loca l Law Socie ty or another loca l firm  of solicitors to  review your 
com pla in t with in  5 da ys.  We will le t you  know how long th is process will take . 

We will invite  you  to  agree  to  independe nt m edia tion  with in  5 days.   We  will le t 
you  know how long th is process will take . 

8. We will le t you  know the  resu lt of the  re vie w with in  5 days of the  end  of the  
review.   At th is tim e  we  will write  to  you  confirm ing our fina l position  on  your 
com pla in t and  expla in ing our reasons.   We will a lso give  you  the  nam e and  
address of the  Lega l Om budsm an.   If you  a re  still no t sa tisfied , you  can  con tact 
them  abou t your com pla in t. 

If we  have  to  change  any of the  tim esca les above , we  will le t you  know and e xpla in  
why.  

What to  do  if we  cannot resolve  your com pla in t 



The  Lega l Om budsm an can  he lp  you  if we  a re  unable  to  resolve  your com pla in t 
ourse lves. They will look a t your com pla in t indepe nden tly and  it will no t a ffect how 
we  handle  your case . 

Before  accepting a  com pla in t for investiga tion , the  Lega l Om budsm an will check 
tha t you  have  tried  to  resolve  your com pla in t with  us first. If you  have , then  you  
m ust take  your com pla in t to  the  Lega l Om budsm an: 

• Within six months of receiving our final response to your complaint and 

• 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. 

For m ore inform ation about the Legal Om budsm an contact: 

www.lega lom budsm an.org.uk 

Ca ll: 0300 555 0333 be tween 9.00 to  17.00. 

Em ail: enquirie s@lega lom budsm an.org.uk 

Lega l Om budsm an PO Box 6806, Wolverham pton , WV1 9WJ 

What to do if you are unhappy with our behaviour 

The  Solicitors Regula tion  Au thority can  he lp  if you  a re  conce rned  about our 
behaviour. This could  be  for th ings like  d ishonesty, taking or losing your m oney 
or trea ting you  unfa irly because  of your age , a  d isab ility or o the r characte ristic. 

Visit the ir website  to  see  how you can  ra ise  your concerns with  the   Solicitors 
Regula tion  Authority. 

http://www.legalombudsman.org.uk/
mailto:enquiries@legalombudsman.org.uk
https://www.sra.org.uk/consumers/problems/report-solicitor/
https://www.sra.org.uk/consumers/problems/report-solicitor/
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