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INTERNAL COMPLAINTS PROCEDURE (ICP) 
  
We aim to provide all our customers with a very high standard of service, that’s both for 
our vendors, buyers and potential buyers. In return we ask those customers to be fair, 
reasonable and honest with us.  
 
There may be times when our standards slip below expectations, we try very hard to 
avoid this situation but if it does occur and causes you concern, please tell us so we have 
a chance to do something about it. 
 

1. Concern     If we fail to provide the service you are expecting or that we have 
promised and you feel there is an aspect that should be rectified then please 
contact us. In the first instance you should speak to the Managing Director,       
Mr Tom Grant on 01531 637341 who’s objective will be to resolve any issues. 
If your concern or complaint is not satisfactorily resolved then you may make a 
formal complaint. 

 
2. Formal Complaint     If you feel you need to make a formal complaint then 

please write stating your concerns to the Managing Director, at the following 
address; 

 
Grant & Co 
Lanark House 
17 New Street  
Ledbury 
Herefordshire 
HR8 2DX. 
tom@grantco.co  
Tel: 01531 637341 

 
3. What happens next?     We don’t want unhappy customers, as a responsible 

and professional company we aim to resolve any complaints quickly and to 
everyone’s satisfaction, where at all possible. Under our obligations through both 
the National Association of Estate Agents and our membership of the Property 
Ombudsman Scheme we have committed to address your concerns promptly; 

 
 Your complaint should be clearly and objectively stated and detail 

how/why you feel it should be rectified. You should state who is 
complaining, who is representing them (if different) and their full contact 
details. 

 Please ensure that any written complaint is received by us as soon as 
possible after the initial incident, act or error so that we can deal with it 
whilst current. 

 We will acknowledge your letter in writing within 2 working days of 
receipt, and instigate a thorough review of your case. This will be handled 
by the Managing Director in the first instance. 

 If your complaint is against or involves the Managing Director, another 
Director will be appointed to handle your case.  

 We will communicate with you and provide you with a written statement 
within 15 working days of receipt of your initial correspondence 
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INTERNAL COMPLAINTS PROCEDURE continued 
 

4. Still not happy?     We hope our response will satisfy your concerns and the 
matter can be closed.  

 
 If you remain unhappy with our response, you can ask for an Internal 

Review (IR) of your case. This will be conducted by an independent senior 
industry professional – see below for contact details.  

 This further complaint should be addressed to Mr Christopher Lyons, 
who can be contacted in writing as follows; 

 
Mr. C K V Lyons 
The Estate Office 
Eastnor Estate 
Ledbury 
Herefordshire 
HR8 1RD. 
Tel: 01531 636321 
 

 Following this further review, we will provide you with a final written 
statement detailing our position and any offer of resolution, if 
appropriate. 

 If, after exhausting our ICP, we have been unable to satisfy your concerns 
then you may contact The Property Ombudsman. Any such action must 
be taken within 6 months of the date of our final written statement.  

 The Property Ombudsman will only consider your complaint after our ICP 
has been exhausted. 

 
5. The Property Ombudsman     If you wish to contact The Property 

Ombudsman (TPO), then you should do so in writing within 12 months of 
receiving our final written statement. The contact details are as follows; 

 
The Property Ombudsman 
Milford House 
43 – 55 Milford Street 
Salisbury 
Wiltshire SP1 2BP 
Tel: 01722 333306 
http://www.tpos.co.uk 
Email: admin@tpos.co.uk 

 
We hope this procedure provides you with reassurance of our commitment to a quality 
service and a comprehensive redress system. If you need any more information, please 
contact Tom Grant or Richard Stone on 01531 637341. 
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