Step—by—Step:

Complaints Process

At Victoria Pinkerton, we take pride in
delivering aservice that's both professional
and personal. If something hasnt gone to
plan, we want to hear from you - SO we can

putitright.

This guidc outlines how you can raise a
concern and what you can expect from us
at cach stage of the process.

How to Let Us Know

Ifyoure unhappv with any part of our service, plcasc getin touch.
You can speak to us:

+  Byphone

e In writing (by postor email)

o Orsimply call in and chat to a member of the team

Email: complaints@victoriapinkerton.couk
Phone: 028 9147 9393

Post: Victoria Pinkerton, 98-100 Main Strect,
Bangor, Co. Down, BT20 4AG

Well always try to resolve things there and then. If that's not
possible, your concern will be passed to a senior member of the

team for a closer look.

What Happens Next

Once we've received your complaint:

o Wl ackn()wlcdgc itin writingwithin three working days

o Wl investigate th()roughly and fairly, including spcaking
£o any tcam members involved

o Witchin15 working days, well rcspond with our ﬁndings

'Jﬂd CXPl‘dill any StCPS \\'C’l‘C t;l](iﬂg to l'CﬁOIVC tl1C macter

Ifwe need more time for any reason, well keep you informed
every step of the way. All complaints are treated in confidence

and with the aim oﬁ'cachmg a fair resolution for you.

If You're Still Not Happy

If you're not satisfied with our response, just let us know. Your
complaint will be passed to a senior member of the team -

someone who hasnt been involved so far - for a fresh review.

Well aim to respond again within 15 working days. If we need
F 5 g day

lOl]gtL W’C’“ l(it yOU kHO\\' &llld kCCP y’OU Llpd&lth.

Taking Things Further

L) nce V()U’VC l'CCCi\'Cd our ﬁl];l] l‘CSPOl]SC, you can l'CfCl‘ (ll(‘ matter

to our ill(‘lC})Cl]({Cllt I'Cdl'C% SC[)CIHC:

Property Redress Scheme
Limelighe, Ist Floor, Studio 3
Elstree Way, Borchamwood
Hertfordshire, WD6 1JH
03333219418
info@propertyredress.co.uk

pro PCI‘(}"I‘Cd l‘CSS.COMl{

Please note: You must contact the Property Redress Scheme

within Six months Of rccciving our hHLl[ written I'CSPOI]SC.

Were Members of
Propcrtymark

As mtmbcrs oﬂ)ropcrtyln;u'k we fO“O\\' strict FL][CS ’.llld
pmfcssioml St&lllddl’d& IE)’OU bCliC\'C \\'C’\’C bI'CLlCth (hCSC, _\’OLI

can also raise your concerns with Pmpcrtymark directly:

01926496791
compliance@propertymark.co.uk

P l'()PCl‘(VnTJl‘kC(XU 1{
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