Client Complaints Procedure

1. Purpose

This procedure sets out how this firm handles complaints from clients and other parties.
We are committed to providing a high standard of professional service. If something goes
wrong, we encourage clients

to tell us so that we can address the issue promptly and fairly.

This procedure is designed to meet the complaints handling expectations of the Institute of
Chartered Accountants in England and Wales (ICAEW).

2. What Is a Complaint

A complaint is any expression of dissatisfaction about the services provided by the firm,
whether written or verbal, and whether justified or not.

Complaints may relate to matters such as:

» quality of professional work

¢ delays or communication issues

« fees or billing

« conduct of staff

* misunderstandings about the scope of services

3. How a Complaint Can Be Made
Complaints may be made in writing, by email, or verbally.

Clients should address complaints to:

Jon Morley
jon@jwsmith.net

Or to any of our office addresses

Where possible, clients should include:
 their name and contact details

¢ details of the complaint

« relevant dates or documents

* what outcome they would like

4. Initial Review

Upon receipt of a complaint:

1. The complaint will be acknowledged within 5 working days.

2. The complaint will be recorded in the firm's complaints register.


mailto:jon@jwsmith.net

3. A partner or senior manager not directly involved in the matter will review the issue
where possible.

5. Investigation

The firm will:

 review the relevant file and engagement terms

e discuss the matter with relevant staff members

¢ request additional information from the complainant if necessary

We aim to complete the investigation within 28 days of receiving the complaint.
If more time is required, we will inform the complainant and provide an updated timetable.

6. Response to the Complaint

Following the investigation, the firm will provide a written response which may include:
e our findings

e any corrective action to be taken

e an explanation of our position

* where appropriate, proposals to resolve the issue

Possible outcomes may include:
o clarification or explanation

e remedial work

¢ adjustment of fees

e internal process improvements

7. Escalation Within the Firm

If the complainant is not satisfied with the response, they may request the complaint
be reviewed by a senior partner or managing partner who was not involved in the original
investigation.

A further response will normally be issued within 14 days.

8. Referral to ICAEW

If the complainant remains dissatisfied, they may refer the complaint to:

Professional Conduct Department

Institute of Chartered Accountants in England and Wales (ICAEW)
Metropolitan House

321 Avebury Boulevard

Milton Keynes

MKO 2FZ

Website: https://www.icaew.com

ICAEW may consider complaints relating to professional conduct but cannot normally
resolve fee disputes or award compensation.



9. Confidentiality

All complaints will be handled confidentially and professionally. Information will only be
shared

with individuals involved in investigating or resolving the complaint.

10. Complaints Register

The firm will maintain a complaints register recording:
e date received

¢ complainant name

 nature of complaint

e partner responsible

* outcome and date closed

This register may be reviewed as part of ICAEW Practice Assurance monitoring.

11. Continuous Improvement

Complaints will be reviewed periodically by the partners to identify:
e trends or recurring issues

e improvements to procedures

e training needs.



