
 

 

Complaints procedure 
 
This procedure is applicable where you have a complaint about Quality Solicitors 
Organisation Limited. If you have a complaint about a QualitySolicitors Partner Firm, or legal 
advice received, please contact the Partner Firm direct, who will advise you of their 
complaints procedure.  All the Partner Firms in the QualitySolicitors Network are 
independently owned and managed, and accordingly we are unable to investigate the 
circumstances of any complaint about a Partner Firm.  
 
QualitySolicitors is a trading name of Quality Solicitors’ Organisation Limited and is regulated 
by the Claims Management Regulator in respect of regulated claims management activities, 
Ref CRM 15051; Its registration is recorded on the website www.claimsregulation.gov.uk.  
 
Authorised Officer  
Faryal Khurram 
108-110 New Walk  
Leicester  
Leicestershire  
LE1 7EA  
faryalkhurram@qualitysolicitors.com 
0800 999 7070 
 
This document summarises our complaints handling procedure. The procedure is the same 
for every complainant.  
 
 
The Complaints Handling Rules 
 
The complaints handling rules 2006, which came into operation on the 6th April 2007, are 
published on the website www.claimsregulation.gov.uk. 
 
 
How to make a complaint 
 
Complaints can be made in writing, by email, by telephone or in any other form in respect of 
claims management service that we have provided and that is regulated under the 
Compensations Act 2006.  
 
QualitySolicitors reserve the right to decline to consider a complaint that is made more than 
six months after you become aware of the cause of the complaint. However, the Authorised 
Officer can waive this requirement at his/her discretion. The Authorised Officer will contact 
you in writing if he is prepared to consider a complaint made outside this timescale.  
 
Acknowledgment of complaint 
 
We will acknowledge receipt of the complaint in writing or by email within five business days 
of receipt. Complaints will be handled by the Authorised Officer.  
 

http://www.claimsregulation.gov.uk/
http://www.claimsregulation.gov.uk/


 

 

Investigation of complaints 
 
Wherever possible, the complaint will be investigated by a person with the authority to 
settle complaints, the Authorised Officer, who should not be directly involved in the matter 
which is the subject of the complaint.  
 
Within four weeks of receiving a complaint, we will send you either  
 

a) a final response, or  
 

b) a response which explains why QualitySolicitors is not yet in a position to resolve the 
complaint. The reasons for the delay in a resolution must be made clear and 
furthermore QualitySolicitors should aim to clarify the timescales involved in 
providing a sufficient response, which should be no more than eight weeks from the 
date of the complaint. Additionally, you will of course have the option to refer the 
handling of the complaint to the Claims Management Regulator, if you are 
dissatisfied with the delay. The address is provided below.  

 
Redress 
 
Where we decide that a redress is appropriate, we will provide you with fair compensation 
for any acts or omissions for which we are responsible and will comply with any offers of 
redress which you, as the complainant, may accept.  
 
Appropriate redress will not necessarily be financial.  
 
Still not satisfied? 
 
If you are still not satisfied with our response, or a complaint is not resolved after eight 
weeks, you can refer the complaint to;  
 
Claims Management Regulation Unit  
57-60 High Street  
Burton upon Trent  
Staffordshire  
DE14 1JS  
 
Info@claimsregulation.gov.ujk  
Tel: 0845 450 6858  
 
The Regulator will look to review the handling of the complaint and will be able to provide 
direction on the further handling of the complaint. However, the Regulator cannot 
determine a complaint or award any compensation. 

 


