STONE CROSS ESTATE AGENTS
Customer Complaints Handling Procedure
At Stone Cross Estate Agents, we are committed to providing the highest standards of customer service. We value all feedback and take complaints seriously, using them as an opportunity to improve our service.

If you are dissatisfied with any aspect of the service you have received, we encourage you to let us know so that we can investigate the matter fairly and promptly.
Stage One – Raise Your Complaint
Where possible, please first discuss your concerns with the member of staff who has been dealing with your matter. Many issues can often be resolved quickly.

If your concerns remain unresolved, please submit your complaint in writing to:

Beverley Ellison
Stone Cross Estate Agents
3 Stone Cross Lane
Lowton
WA3 2SA

Email: beverley@stonecrossea.co.uk

Please include:
• Your full name and contact details.
• The property address (where applicable).
• A clear description of your complaint.
• Dates of relevant events.
• Names of any members of staff involved.
• Copies of any relevant correspondence or supporting documents.
• The outcome or resolution you are seeking.
Stage Two – Our Investigation
Once we receive your complaint we will:
• Acknowledge receipt within 3 working days.
• Carry out a full and impartial investigation.
• Keep you informed if we require further information.
• Aim to provide our Final Viewpoint Letter within 15 working days of acknowledging your complaint.

If additional time is required due to the complexity of the complaint, we will explain the reasons for the delay and provide an estimated timescale.
Stage Three – Final Viewpoint Letter
Once our investigation has concluded, we will issue our Final Viewpoint Letter. This will:
• Summarise your complaint.
• Explain the outcome of our investigation.
• Confirm any action we propose to take.
• Explain your right to refer the complaint to The Property Ombudsman if you remain dissatisfied.

Following the issue of our Final Viewpoint Letter, our internal complaints procedure will be considered exhausted.
Referring Your Complaint to The Property Ombudsman
Stone Cross Estate Agents is a member of The Property Ombudsman (TPO) Scheme.

If you remain dissatisfied after receiving our Final Viewpoint Letter, you may refer your complaint to The Property Ombudsman.

Complaints should normally be referred after our internal complaints procedure has been completed and within 12 months of the date of our Final Viewpoint Letter.

The Property Ombudsman
Website: www.tpos.co.uk
Email: admin@tpos.co.uk

Milford House
43–55 Milford Street
Salisbury
Wiltshire
SP1 2BP
Our Commitment
We will:
• Treat your complaint fairly and courteously.
• Investigate all complaints objectively.
• Keep your personal information confidential.
• Respond within the stated timescales wherever possible.
• Learn from complaints to continually improve our service.
Complaints Covered
This procedure applies to complaints relating to the services provided by Stone Cross Estate Agents and does not affect your statutory or legal rights.
