
Graham Butt Estate Agents & Lettings – Our Customer
Complaints Procedure

We are a member of The Property Ombudsman Service (TPOS) and aim to provide the highest standard of
service to all our customers. In order to ensure that your interests are safeguarded, we have put into place
a set process by which any raised complaints are handled; this allows us to handle any issues or concerns
effectively and wherever possible, as soon as they are raised.

Stage One - Branch Manager

All complaints should, in the first instance, be directed to the Manager or Branch Partner of the Branch you
have been dealing with. Your complaint will be acknowledged within three working days. They will
endeavour to resolve your complaint immediately, and no later than 5 working days of the first notification.

Stage Two – Managing Director or Company Director

If you remain dissatisfied, you may then further your complaint in writing to the Director responsible for

the branch in question;

Rustington, Angmering or East Preston Sales: David Butt davidbutt@grahambutt.co.uk

Littlehampton Sales, Lettings or Lettings Management: Gill Clarke gillclarke@grahambutt.co.uk

Where necessary, if the situation remains unresolved, we recommend that the issue is raised within one
month of completing Stage 1.
Your escalation will be acknowledged within three working days of receipt and the Director in charge will
work with you to try and resolve any issues raised as promptly as possible. A written response to
summarise any investigations and steps taken will be sent within fifteen working days. 
 

Stage Three - The Property Ombudsman

After you have received our final viewpoint letter, if you are not satisfied with the proposed resolution, you
may approach The Property Ombudsman Service (TPOS). Details of how to do this are contained within the
final viewpoint letter alongside a link to The Property Ombudsman Service (TPOS) consumer guide at
www.tpos.co.uk

Please note that if you do wish to contact The Property Ombudsman Service (TPOS), you must do so within
12 months of the date of the final viewpoint letter. It is also important to note that The Property
Ombudsman Service (TPOS) will not consider your complaint until our internal complaints procedure has
been exhausted.
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Graham Butt Estate Agents views complaints as an opportunity to learn and improve for the future, as well as a
chance to put things right for the person, or organisation, that has made the complaint.

Our policy is:
● To provide a fair complaints procedure which is clear and easy to use for anyone wishing to make a complaint
● To publicise the existence of our complaints procedure so that people know how to contact us to make a

complaint
● To make sure everyone at Graham Butt Estate Agents & Lettings knows what to do if a complaint is received
● To make sure all complaints are investigated fairly and in a timely way
● To make sure that complaints are, wherever possible, resolved and that relationships are repaired
● To gather information which helps us to improve what we do

Definition of a Complaint
A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of Graham Butt Estate
Agents & Lettings

Where Complaints Come From
Complaints may come from any person, client or organisation who has a legitimate interest in Graham Butt Estate
Agents & Lettings

A complaint can be received verbally, by phone, by email or in writing.
This policy does not cover complaints from staff, who should use the Graham Butt Discipline and Grievance policies,
as detailed in the staff handbook.

Confidentiality
All complaint information will be handled sensitively, telling only those who need to know and following any relevant
data protection requirements.

Responsibility
Overall responsibility for this policy and its implementation lies with the Directors.

Review
This policy is reviewed regularly and updated as required.

Last reviewed: Aug 2021
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