
 

 

Complaints Procedure  

What to do if you are unhappy with our service  

Chancery West Law is committed to high quality legal advice and client care. However, if 

at any point you become unhappy or concerned about the service we have provided then 

you should let us know so that we can do our best to resolve your concerns or complaints.  

Step 1: Concerns  

If you are unhappy about any aspect of the service you have received or about the fees 

on your bill, we would like you to raise your concerns with us immediately. Please do so, 

firstly, by contacting the person dealing with your matter. You can contact them by email 

or by telephone on 0203 1371171. The person dealing with your matter will attempt to 

deal with your concern and resolve any issues you may have. If you are not satisfied with 

their response, please contact the Managing Partner on 

enquiries@chancerywestlaw.com or by telephone on 0203 137 1171. We will endeavour 

to deal with your concerns satisfactorily. 

If you are still not happy with our response to the concerns you have raised and you wish 

to take the matter forward as a formal complaint, please contact the Managing Partner on 

enquiries@chancerywestlaw.com or by telephone on 0203 137 1171 to discuss this 

further. We will do our best to resolve any concerns raised in order to keep you satisfied.  

Step 2: Complaints 

If we are, however, still unable to deal with the concerns raised, we have a procedure in 

place which details how we handle complaints and is available at your request from our 

offices. We advise that you first raise your concerns with us before making a complaint. If 

you wish to raise a formal complaint after you have raised your concerns with us, please 

write to us at: Colchester Business Centre, 1 George Williams Way, Colchester CO1 

2SJ or by email: clientcomplaint@chancerywestlaw.com We have eight weeks to 

consider your complaint and issue you with a final outcome to your formal complaint. If 

your complaint requires a longer investigation, we will get back in touch within this time to 

let you know when you can expect us to provide you with a final outcome.. If we have not 

resolved your complaint or issued you with a final outcome within this time you may 

complain to the Legal Ombudsman. 

If you are not satisfied with our handling of your complaint you can ask the Legal 

Ombudsman at: Telephone 0300 555 0333 or by email at 

enquiries@legalombudsman.org.uk or by post at Legal Ombudsman PO Box 6806, 

Wolverhampton WV1 9WJ (www.legalombudsman.org.uk) to consider your 

complaint.  Normally you will need to bring a complaint to the Legal Ombudsman within 6 
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months of receiving a final written response from us about your complaint or within six 

years of the act or omission about which you are complaining occurring (or if outside of 

this period, within three years of when you should reasonably have been aware of it). 

 

 

Concerns/complaints about Third Parties 

Where we have instructed Counsel/barrister or an expert on your behalf and you are not 

satisfied with Counsel’s representation or the expert’s services, please note that you are 

entitled to complain. If you wish to complain about Counsel/barrister or an expert, please 

inform us and we will provide you with Counsel/barrister’s chamber’s complaints details 

or the expert’s complaints details. If you wish us to provide your contact details to 

Counsel/barrister or the expert at time of instruction, please let us know.  

 

What to do if you are unhappy with our behaviour 

The Solicitors Regulation Authority can help if you are concerned about our behaviour. 
This could be for things like dishonesty, taking or losing your money or treating you 
unfairly because of your age, a disability or other characteristic. Visit their website to 
see how you can raise your concerns with the Solicitors Regulation Authority. 

 

 

 

https://www.sra.org.uk/consumers/problems/report-solicitor/

