
Our complaints handling procedure

HartDixon’s complaints handling procedure 
is in line with the RICS guidelines and 
controlled within the framework of our 
ISO9001 quality management procedures.

Our process for managing complaints 
and escalation is as follows:

Our complaints policy – Act Quickly and Professionally

Should our clients have concerns about how the project is being led or managed, on receipt of a verbal or written 
complaint, the complainant will be informed of the Complaints Handling procedure, as detailed below.

1. 	� All complaints, no matter how they have arisen or how trivial they may seem, 
must be referred to a Senior Partner and the PA and Business Operations

2.	 Complaints are then logged and tracked by the PA and Business Operations.

3.	� It is our policy to respond to all complaints immediately and to deal with the complaint itself as soon as it 
is practicably possible thereafter. A full response should certainly be given within 28 days, ideally sooner.

4.	 Where necessary the complaint will be discussed with the Partners.

5.	 Failure to report a complaint may be investigated and could lead to disciplinary action.

6.	� Should the complainant be unhappy with the review and response given by the 
Practice, they should be informed of the additional steps available to them:

	 	� Business clients who request external advice also have recourse to the 
RICS Dispute Resolution Service (DRS) (www.rics.org). 

	 	� Private individuals have recourse to The Property Ombudsman. 
The website for this is https://www.tpos.co.uk/about-us/governance

This information is included in the Terms and Conditions.
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