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Complaints Policy
PMH Legal are committed to providing a first-class legal service to all our clients. However, we recognise that on occasions things may not go as planned. When something goes wrong, we need you to tell us about it in order to help us improve our standards. 
The policy covers both Service Standards and Data Protection Complaints, please see the relevant section for each.   
The Complaints Process – Service Standards
Query / Concern If you are a client or other interested party and have any queries or concerns about the way in which the matter is being handled, please raise it, in the first instance, with the handler dealing with the file. We aim to provide you with a response to your concern within 21 business days.
If the handler is unable to deal with your concern to your satisfaction, you may then ask that the matter be formally investigated under our Complaints Procedure Stages 1 and 2 detailed below.
Stage 1 If your concern has not been addressed to your satisfaction by your case handler please email your complaint to info@pmhlegal.co.uk.  
Your complaint will be acknowledged within 3 business days and we aim to provide a written response within 21 business days of the acknowledgment to your complaint being received under stage 1 of the process.
If we are unable to meet the above 21 business days and need more time to investigate, we will inform you. 
Stage 2 If the complaint remains unresolved after you have received our Stage 1 response, it will, at your request be escalated to a Director at PMH Legal. The complaint will be reviewed, and further investigations may be carried out, if deemed necessary. We shall write to you with our final response within 21 business days of receiving your request for review at Stage 2 of the process, to confirm our response to your complaint and explain our reasons.
If we are unable to meet any of the timescales noted above, we will let you know.
Stage 2 will usually be our final response to your complaint. 
What will it cost?
You will not be charged for our work investigating a complaint made by you.
Please note that if we have issued a bill for work done on a matter, and all or some of the bill is not paid, we may be entitled to charge interest on the amount outstanding. 
Special Requirements
If you require us to deal with your complaint or communicate with you in a particular way due to a disability or need, please let us know so that in as far as is practicable, this may be accommodated.
What to do if you are unhappy with our behaviour:
The Solicitors Regulation Authority (SRA) can help if you are concerned about a solicitor’s behaviour.  Please note the SRA will only deal with conduct issues and not service standard concerns. 
Visit their website to see how you can raise your concerns with the Solicitors Regulation Authority https://www.sra.org.uk/consumers/


The Complaints Process – Data Protection Complaints
If you are a client or other interested party and have a Data Protection Complaint then please email this to info@pmhlegal.co.uk clearly stating “Data Protection Complaint” and your name/reference in the subject box.
We will acknowledge receipt of your compliant within 30 days from the date of your emailed complaint.  
We will aim to investigate the matter without undue delay and provide you an outcome as soon  as possible.  
For more information on Data Protection Complaints please see the ICO link below for further information.
 How do I escalate a data protection complaint to the ICO?
If you are unhappy with how we have handled your data protection complaint, then you can escalate this to the Information Commissioner’s Office (ICO).  Please see their website for further information on how to submit a complaint to them. https://ico.org.uk/make-a-complaint/data-protection-complaints/
Special Requirements
If you require us to deal with your complaint or communicate with you in a particular way due to a disability or need, please let us know so that in as far as is practicable, this may be accommodated.
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