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LEASE X

COMPLAINTS HANDLING PROCEDURE FOR VALUATION AND SURVEYING SERVICES

As a regulated RICS firm, we have in place a Complaints Handling Procedure (CHP), which
meets the regulatory requirements. Our CHP has three stages. Stage one of the CHP gives
our firm the opportunity to review and consider your complaint in full by the Head of Service,
the second stage will be reviewed by a Director. Our firm will try to resolve your complaint to
your satisfaction. If you are not happy with our response, you will have the opportunity to
take your complaint to stage three. Stage three gives you the client, the opportunity to have
your complaint reviewed and considered by an independent redress provider, approved by
RICS.

Stage 1 — Please submit your complaint in writing, by post to:

Lease X — Valuation and Surveying Services
25 London Road

Portsmouth

Hampshire

PO2 0BX

Please head your letter “Formal Complaint”.

We will acknowledge receipt of your complaint in writing within three working days.

Mr Paul Holder, the Head of Valuations and Surveying Services, will review your complaint
and you will receive a formal response within 15 days.

Stage 2 — Please submit your complaint in writing, by post to:

If you remain dissatisfied with our response you may submit your reasons in writing, by post
please, with the letter headed “Formal Complaint” and addressed to Mr Michael Barber,
Director, who will respond with a final decision within 15 days from the referral date. Your
letter should be supported by a copy of all preceding complaint correspondence.

Stage 3 — Please submit your complaint in writing, by post to:

If we are unable to agree on how to resolve your complaint then you have the opportunity to
take your complaint to an independent redress provider, as approved by RICS Regulatory
Board. We have chosen to use the following redress providers:

The Property Redress Scheme

Premier House

1% Floor

Elstree Way

Borehamwood

WD6 1JH
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