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Workman Complaints Handling Procedure

Our Complaints Handling Procedure

In accordance with the Rules of Conduct of the Royal Institution of Chartered Surveyors (RICS), Workman LLP has a
complaints handling procedure to deal with complaints from clients and others who are dissatisfied with our services.

How to Complain

Should you wish to complain about any of our services, and are unable to resolve this matter in the first instance with a
member of our staff, you should write setting out the nature and details of your complaint to:

Nick Kemp - Group Company Secretary
Workman LLP

80 Cheapside,

London

EC2V 6EE
groupcompanysecretary@workman.co.uk

Upon receipt of your letter, we will contact you within 7 days to let you know that your complaint has been logged and
inform you of the person assigned to deal with your complaint. At this stage, we may be able to provide you with a
final response.

Within 28 days of receiving your written complaint, we will provide you with either:

e Anupdate as to the progress of your claim and the likely timeframe within which you should expect to
receive a final response which shall in any event be no later than eight (8) weeks from the date on which
we receive your complaint; or

e Afinal response.

We will endeavour in all instances to investigate your complaint as thoroughly and as quickly as possible and to keep
you updated in the event of any unforeseen delays.

Resolution of Complaint

We will continue to investigate your complaint until we provide you with our final response or you otherwise inform us
of your decision to withdraw your complaint.

Independent Redress Scheme

If you are dissatisfied with our final decision or any aspect of our handling of your complaint, you may contact either
PRS or CEDR as appropriate.

Additional support is available to Clients of our Utility Team where Workman act as a Third-Party Intermediary (TPI).
ADR via the Energy Ombudsman Alternative Dispute Resolution (ADR) Scheme is available to microbusinesses if a
complaint has not been resolved after 8 weeks or if deadlock has been reached. The scheme is impartial and free of
charge to our clients.

Consumer Clients Business to Business Clients Management of Utilities — TPI
Clients

Property Redress Scheme Centre for Effective Dispute Energy Ombudsman

(PRS) Resolution (CEDRY) P.O. Box 966,

Premiere House International Dispute Resolution Warrington,

1 Floor Lumiere Centre WA4 ODF

Elstree Way 70 Fleet Street Tel: 0330 440 1624 (Monday to Friday,

Borehamwood London 8am to 8pm, and Saturday, 9am to Tpm)

WD6 1JH EC4Y 1EU E: enquiry@energyombudsman.org

Tel: 03333219418 Tel: +44 (0) 20 7536 6000 Website: www.energyombudsman.org

E info@theprs.co.uk E:info@cedr.com

Workman LLP is regulated by RICS for the provision of surveying services. This means that we agree to uphold the
RICS Rules of Conduct for Firms and all other applicable mandatory professional practice requirements of RICS,
which can be found at www.rics.org. As a RICS regulated firm we have committed to cooperating with RICS in
ensuring compliance with its standards. Workman’s nominated RICS Responsible Principal is Piers Chapman
(Partner); piers.chapman@workman.co.uk; +44(0) 20 7227 6210.
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