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Moss & Co

Clients Complaints procedure 2026
Our main aims are:

: 

· To ensure that you are satisfied that the complaint has been dealt with seriously and fairly 
· That you get a prompt response
· That you are  assured that the matter is being reviewed
· That you are notified of the final outcome within 8 weeks
· That we learn from your and other complaints about how to improve our services
All complaints will receive a final response within eight weeks of the complaint being made.
We acknowledge receipt of your complaint concerning the service you have received and wish to let you know how the complaint will be handled.  

: 

First, we will ask you to try and resolve your complaint with the fee earner concerned.  If this cannot be done or you have already tried and are still not satisfied then your complaint will be dealt with by our Senior Partner, Narinder Moss or if it concerns her by Gil Spurling.  Narinder may ask other senior staff to assist her.

We aim to provide a final response within eight weeks of the complaint being made.

We aim to keep our complaints procedure as straightforward as possible.

1. We will read your complaint, and the file will be looked at. 
2. Your complaint will be acknowledged within 14 days.
3. Where the complaint contains repetition or is excessively long, or contains material not concerning our professional services, we will provide a summary of the professional service elements of the complaint before drafting our response. Our aim is to respond fairly to your complaint with both clarity and proportionality.  
4. We will also request any additional details from you either in writing or by interview or telephone.  If the complaint can be dealt with on the file alone this will be done. The fee earner may also be seen and asked for their views.

5. If the complaint is found to be justified, then one or more of the remedies below will be offered to you:

· If the problem you have complained about can be remedied then we will do so at once and let you know of any changes made to our systems as a result

· We will offer you an apology and an assurance that it will not happen again, and that we will try to do better.

· If you are paying privately a reduction in the bill or abatement of the whole bill

· We may decide to offer to pay you a sum in compensation for inadequate service.

If we do not consider the complaint to be justified, we will give you a clear and proportional explanation as to why your complaint has not been upheld and notify you of your right to complain to the Legal Ombudsman (LEO) as below.

Important time limits 

The time limits for the Legal Ombudsman scheme are set out below. 

You may complain to the ombudsman subject to the following time limits:

1. You do so within one year of the problem which is the ground for your complaint.

or:

2. You do so within one year from when you first found out about your ground for complaint.

3. You must refer your complaint to the Ombudsman within six months of our final response. 

  

If you prefer any particular way of communicating with us for instance e mail or letter, then please let us know so that we can take this into account when dealing with your complaint.

The Legal Ombudsman can be contacted at:

Legal Ombudsman
PO Box 6167
Slough
SL1 0EH

Telephone: 0300 555 0333
Email address: enquiries@legalombudsman.org.uk
Website: www.legalombudsman.org.uk  

We are required to tell you that there are alternative complaints bodies such as: ProMediate  www.promediate.co.uk  which are competent to deal with complaints about legal services should both you and our firm wish to use such a scheme. 
