Client complaints policy
Our complaints policy
Step Legal is committed to providing a high-quality legal service to all our clients. When something goes wrong, we need you to tell us about it. This will help us to improve our standards. Whenever possible, please raise any initial client care problems with the person acting on your matter to give them the opportunity of resolving matters with you. Often matters can be quickly resolved in this way.
Our complaints procedure
If you have a concern or a complaint that has not been dealt with to your satisfaction by the person handling your case or their supervising partner, please contact us as soon as you are aware of the problem so that this can be addressed. You can contact us in writing, by letter, fax or email, or by telephone. Please contact Diane Powell as follows

Email – dianepowell@steplegal.co.uk
Telephone – 01270 254064
Alternatively, you can write to us at our head office address:
Step Legal Solicitors, 213-215 Nantwich Road, Crewe, Cheshire, CW2 6DA.
What will happen next? (General Complaints)
1.	We will send you a letter acknowledging receipt of your complaint within three working days of our receiving the complaint, enclosing a copy of this procedure. 
2.	We will then investigate your complaint. This will normally involve passing your complaint to our practice manager, Diane Powell, who will review your matter file and speak to the member of staff who acted for you.
3.	Diane Powell may invite you to a meeting to discuss and, it is hoped, resolve your complaint. They will do this within 14 days of sending you the acknowledgement letter.
4.	Within three working days of any meeting, Diane Powell will write to you to confirm what took place and any solutions they have agreed with you.
5.	If you do not want a meeting or it is not possible, Diane Powell will send you a detailed written reply to your complaint, including their suggestions for resolving the matter, within 21 days of sending you the acknowledgement letter.
6.	At this stage, if you are still not satisfied, you should contact us again to explain why you remain unhappy with our response and we will review your comments. Depending on the matter, we may at this stage arrange for the Managing Director, Mr Abid Hussain to review the decision.
7.	We will write to you within 14 days of receiving your request for a review, confirming our final position on your complaint and explaining our reasons.


		


	
If we have to change any of the timescales above, we will let you know and explain why.
What will happen next? (Data Protection Complaints)
1. We will acknowledge receipt of your complaint within 30 days of receiving it at the latest and will endeavour to do so within 3 working days of receipt;
2. Where necessary, we will request proof of your identity and/ or authority to make the complaint if it is made on behalf of someone else;
3. We will provide you with a copy of our privacy notice if you have not already seen it, which can also be accessed on our website.
4. We will take appropriate steps to respond to your complaint, including making appropriate enquiries and keeping you informed, without undue delay once the complaint has been received
5. Where necessary we will arrange a discussion with you to obtain further information and/ or try to agree how to resolve the issues without undue delay;
6. Where necessary we will keep you updated on the progress of the investigation without undue delay, particularly if it becomes necessary to extend any timescales provided at the outset;
7. We will confirm the outcome of our investigation into your complaint without unjustifiable or excessive delay. We will aim to do this within 30 days of receiving your complaint, but it may be necessary to extend this timescale depending on the circumstances of the complaint. If that is the case, we will notify you accordingly;
8. We will explain what we have done to resolve your complaint and, where appropriate, any actions we have taken as a result.
Complaints in relation to bills
The complaints procedure above also applies to complaints arising concerning our bill. There may also be a right to object to the bill by applying to the court for an assessment of the bill under Part III of the Solicitors Act 1974; the Legal Ombudsman may not consider a complaint about a bill if you have applied to the court for assessment of that bill.

What if I remain unsatisfied

If you remain dissatisfied you may be entitled to complain to the Legal Ombudsman about our service, including our charges. This service is not available to all clients however such as large businesses. The Ombudsman would generally expect clients to follow a firm’s internal complaints procedure first.  

You can find further information about the Ombudsman on the website www.legalombudsman.org.uk. You can write to the Ombudsman at Legal Ombudsman, PO Box 6167, Slough, SL1 0EH or by email on enquiries@legalombudsman.org.uk or call on 0300 555 0333.  

If you wish to raise a complaint with the Ombudsman then you should not delay bringing it to their attention once our own complaints process has concluded as there are some time limits on when this must be done.  For example, normally you must raise a complaint with the Ombudsman within six months of the date of our final written response to your complaint. You should also be aware that the Ombudsman expects complaints to be made to them within one year of the date of the act or omission about which you are concerned or within one year of you realising there was a concern.

Please note that the Ombudsman is there to deal with concerns about the level of service received.  Where there are more serious concerns that a solicitor or solicitor’s firm have been involved in professional misconduct then reports can also be made to the Solicitors Regulation Authority, the regulator of solicitors and solicitor firms. This could be for quite unusual and serious acts of misconduct such as dishonesty, taking or losing your money or treating you unfairly because of your age, a disability or other characteristic. Obviously we do not anticipate any such problems arising and would ask that you notify the matter supervisor straight away if you have any such concerns.  

You can find out more about the Solicitors Regulation Authority including their contact details and professional conduct rules on their website: https://www.sra.org.uk/consumers/problems/report-solicitor/

If your complaint relates to how your personal data has been used/ handled which we have not been able to address to your satisfaction pursuant to this policy, you may be able to make a complaint to the Information Commission (IC) directly. You can learn more about the IC and personal data rights at: www.ico.org.uk and specifically about complaints in relation to the use of your personal data at: https://ico.org.uk/make-a-complaint/data-protection-complaints/. 
Costs
We will not charge you for handling your complaint.
The Legal Ombudsman service is free of charge.

Conclusion
This may all sound daunting so if you have any questions about our complaints procedure please do not hesitate to contact us.  Please rest assured we take your concerns seriously and we will seek to resolve any problems as quickly and openly as we can. We will use the outcome of any complaints to review our processes and improve our service where possible.
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