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LETTINGS COMPILAINTS PROCEDURE

Initially, you should contact the relevant Area Partner, as they are expected to attempt to
resolve your grievances with you directly. In the event that the complaint is about the Area
Partner or Associate Partner, or you do not wish to speak to them, your complaint should
initially be referred to an the Chief Operating Officer if and where applicable.

All complaints will be acknowledged in writing within 3 working days, and a copy of this
Complaints Procedure will be provided.

If the complaint was written, then a formal written response will be provided within 15
working days. Verbal complaints are generally responded to verbally, if straightforward,
however a formal written response will be provided for complex or multiple issues.

If your complaint remains unresolved at the area level it should be escalated in writing to
the Compliance Officer at the following address and titled Escalated Complaint.

Unique Property Company
David Votta P.P.AR.LA.
54 Poland Street, Soho
London W1F 7NJ
info@uniguepropertycompany.co.uk

The Compliance Officer will conduct an investigation of your complaint involving research
of the file, conducting interviews with the relevant members of staff and further liaising
with you if necessary. The findings of this investigation will then be communicated to you
within 15 working days.

If you are not satisfied with the response, you are invited to continue to communicate with
the Compliance Officer until the matter is resolved. If it becomes evident that an
agreement cannot be reached, then the Compliance Officer will issue a “final viewpoint”
letter.

Once a “final viewpoint” letter has been issued, you are at liberty to refer the matter to The
Property Redress Scheme within 6 months of the date of our “final viewpoint” letter. Their
address is as follows:

The Property Redress Scheme
Premiere House
1t Floor
Elstree Way
Borehamwood WD6 1JH
https.//www.theprs.co.uk/ContactUs
info@theprs.co.uk
T: 0333 3219418 (09:00 —17:30 Mond — Fri)
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