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COMPLAINTS PROCEDURE 

We are committed to providing a high-quality legal service.  We acknowledge that we may not always get 
it right, so if something has gone wrong, including in relation to our charges, we need you to bring this to 
our attention to help resolve any mistakes or misunderstandings. This will help us to improve our standards 
of service. 

1 How do I make a complaint? 

1.1 You can contact us in writing (by letter, fax, or email) or by telephone. 

1.2 In the first instance, it may be helpful to contact the person who is working on your case to discuss 
your concerns and we will do our best to resolve any issues. If you do not feel able to discuss your 
concerns with them, please contact the Matter Partner responsible for the overall supervision of 
your matter, who will be named in the client care letter we sent you at the beginning of your matter.  
Alternatively, you can raise your complaint with our Compliance Officer for Legal Practice (COLP), 
Jacqueline Ng (COLP@mjhudson.com).  

1.3 To help us to understand your complaint, and in order that we do not miss anything, please include 
as much information as possible about the issue(s), and what resolution you would like to achieve.  

2 What will happen next? 

2.1 We will write to you within three working days acknowledging your complaint, enclosing a copy 
of this procedure. 

2.2 We will investigate your complaint. This will include reviewing your file(s) and other relevant 
documents; and liaising with the person who dealt with your matter.  We aim to provide a written 
response to your complaint within 14 days.  

2.3 If appropriate, you may be asked to attend a meeting to discuss and resolve your complaint.  If you 
do not want a meeting or it is not possible, our COLP may instead offer you a chance to discuss the 
matter by telephone. Within 7 days of this discussion, our COLP will write to you to confirm what 
took place and any solutions we have agreed with you. 

2.4 Our COLP will send a detailed written reply to your complaint, including suggestions for resolving 
the matter. We aim to send this within 28 days of our written acknowledgement of your complaint 
referred to in paragraph 2.1 above. 

2.5 If you are still dissatisfied with our response, we will write to you within 14 days of receiving your 
request for a review, confirming our final position, and explaining our reasons. 

3 What to do if we cannot resolve your complaint 

3.1 If you are still not satisfied, you can contact the Legal Ombudsman about your complaint.   

3.2 Any referral to the LeO must usually be made within six months of our final written response to the 
However, a client must refer a complaint to the LeO within six years from the act / omission 
occurring or three years from when they should have reasonably known it had occurred. 
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4 Legal Ombudsmen 

4.1 Not all clients will be entitled to have their complaint considered by the LeO as the service is only 
available to individuals, very small businesses and certain charities, clubs and trusts. A client should 
contact the LeO directly to clarify whether it/he can make a complaint to them.  

4.2 For further information, you should contact the Legal Ombudsman at:  

PO Box 6806, Wolverhampton WV1 9WJ on 0300 555 0333 or enquiries@legalombudsman.org.uk.   

4.3 Please note that the Legal Ombudsman service cannot be used by businesses or most other 
organisations unless they are below certain size limits. Further details are available on the Legal 
Ombudsman website www.legalombudsman.org.uk/.   

5 Complaints about our Bills 

5.1 If your complaint is about our bill, you may follow the procedure set out above or by applying to 
the court for an assessment of the bill under Part III of the Solicitor’s Act 1974. If you apply for an 
assessment, the Legal Ombudsman may not deal with your complaint. If all or part of our bill 
remains unpaid, we may be entitled to charge interest. 

6 Can I use Alternative Dispute Resolution? 

6.1 We recognise that Alternative Dispute Resolution Regulations have implemented ADR/EDR 
Directive 2013/11/EU to promote alternative dispute resolution as a means of redress for 
consumers in relation to unsatisfactory services. We have however chosen not to adopt an ADR 
process. 

7 Alternative dispute resolution 

7.1 Alternative complaints bodies such as Ombudsman Services at www.ombudsman-services.org 
exist, which are competent to deal with complaints about legal services. We have, however, chosen 
not to adopt an ADR process. If, therefore, you wish to complain further, you should contact the 
Legal Ombudsman.  

7.2 If we are unable to resolve your complaint, and it relates to a contract we entered into online or 
by other electronic means, you may also be able to submit your complaint to an approved 
alternative dispute resolution (ADR) provider in the UK via the EU ‘ODR platform’. 

7.3 The ODR platform, is an interactive website offering a single point of entry for disputes between 
consumers and traders relating to online contracts. The ODR platform is available to consumer 
clients only, i.e. where you have instructed us for purposes outside your trade, business, craft, or 
profession. 

7.4 The website address for the ODR platform is: http://ec.europa.eu/odr. 

8 What to do if you are unhappy with our behaviour 

8.1 The Solicitors Regulation Authority can help if you are concerned about our behaviour. This could 
be for things like dishonesty, taking or losing your money or treating you unfairly because of your 
age, a disability or other characteristic. 

8.2 Visit their website to see how you can raise your concerns with the Solicitors Regulation Authority 
at https://www.sra.org.uk. 
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