
HUDGELL SOLICITORS – WRITTEN COMPLAINTS PROCEDURE  

  

Hudgell Solicitors pride themselves on providing an exceptional quality of service to all clients. In the 
unlikely event that you feel like something has gone wrong, we are keen for you to tell us about it so that 
we can fully investigate the circumstances, and (where appropriate) put things right and improve our 
standards.  
  

If you are dissatisfied with the level of service which you have received, please notify us so that we can 
find a solution to your problem. You should send details of your complaint in writing to Mr Neil Hudgell, 
Compliance Manager, Hudgell Solicitors, No 2 @ The Dock, 46 Humber Street, Hull, HU1 1TU.    
  

What will happen then?  

  

1. Within seven days of us receiving your written complaint, we will send you a letter acknowledging 
receipt. If needed, we will ask you to provide us with more information about your complaint. The 
acknowledgement will also let you know who will be handling the matter. In many cases the complaint 
will be dealt with, in the first instance, by the Senior Manager in charge of the relevant department.  
 

2. We will begin to investigate your complaint. This will involve a review of the matter file and discussion 
of the complaint with the legal adviser who acted on your behalf.  

 
3. Once our investigation has been completed, we will send you a detailed response within 28 days of 

receiving your original written complaint or, where we have asked you for further information, within 
14 days of our receiving that information from you. Our detailed response will state whether we 
uphold your complaint. If we require more time to investigate the matter, we will let you know and 
confirm when we expect to provide the detailed response.  

 
4. If you are not satisfied by our detailed response we will refer the matter to another senior manager for 

further review. He will write to you within seven days of receiving your written request for a review, 
confirming our final position on your complaint and explaining our reasons.  

 
5. If you are still dissatisfied at the end of our own complaints process, you are entitled to contact the 

Legal Ombudsman. You must do this within six months of receiving our final written decision on your 
complaint.  The formal rules also state that either the issue which you wish to complain about must 
have occurred in the last 6 years, or you must have become aware of the issue within the past 3 
years (although complaints will not usually be dealt with where the applicable date is on or before 6 
October 2010).  

 
Address: Legal Ombudsman, PO Box 6806, Wolverhampton, WV1 9WJ.  

Website: www.legalombudsman.org.uk Email: enquiries@legalombudsman.org.uk  

Telephone: 0300 555 0333  

 

6. In the event that it is necessary for us to change any of the above timetable, we will let you know and 
explain why.  
 

7. Alternative complaints bodies (such as Ombudsman Services - http://www.ombudsman-services.org/) 
exist which are competent to deal with complaints about legal services should both you, and our 
company, wish to use such a scheme.  We do not agree to use any such alternative complaints 
bodies.  

  

We always welcome any feedback which will help us to improve our service.  
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