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Complaints Policy 

We are committed to providing high quality services to all of our clients. However, if something goes wrong, 
please tell us about it. 

If you have a complaint about a service you have received from us, please contact us by e-mail at 
enquiries@ocglegal.co.uk, by writing to our Client Services Manager at OCG Legal Ltd, Suite 8, Normanby 
Gateway, Lysaghts Way, Scunthorpe, North Lincolnshire, DN15 9YG or by telephone. 

OCG Legal Ltd is an Alternative Business Structure. We provide reserved legal and other legal services as 
regulated by the Solicitors Regulation Authority. 

A reserved legal activity or other legal service includes such matters as: 

• Buying or selling a house 
• Getting a divorce 
• Claiming compensation 
• Defending a legal claim against you 
• Preparing your will or lasting power of attorney 

You were sent a Client Care Letter when you first asked us to act for you. 

What will happen when we receive your complaint? 

1. We will send you confirmation of receipt of your complaint within 2 working days, enclosing a copy of this 
policy. 

2. We will investigate your complaint. We will review the services we provided and speak with the member(s) 
of staff who worked on your affairs. 

3. We will then invite you to discuss the issue(s) raised and work with you to try and resolve your complaint. This 
will be within 20 working days of us sending you confirmation of receipt of your complaint. 

4. Within 5 working days of the aforementioned discussion, we will write to you to confirm what took place and 
any matters that have been agreed with you. 

5. If you do not want such discussion, we will send you a detailed written reply to your complaint, including 
suggestions for resolving the matter within 20 working days of sending you the acknowledgment letter. Our 
suggestions may include, for example. 

• An oral or written apology 
• A review of our policies and procedures 
• An appropriate and proportionate reduction in our fees 
• An appropriate and proportionate refund of our fees 
• An appropriate and proportionate offer of compensation 
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6. At this stage, if you are still not satisfied, you should contact us again and we will arrange for a director to 
review the decision and report back to you within 10 working days. 

7. If your complaint relates to a reserve legal activity or other legal services and you are unhappy with our 
response to your complaint, you may take up the matter with the Legal Ombudsman (“LeO”). The LeO’s ability 
to deal with your complaint is dependent upon the following factors: 

 

You must refer the complaint to the LeO no later than: 

• 1 year from the act or omission; or 
• 1 year from when you should reasonably have known there was cause for complaint: and 
• You must refer the complaint to the LeO within 6 months of the date of our written response. 

 

The LeO can be contacted: 

T: 0300 555 0333 
E: enquiries@legalombudsman.org.uk 
P: Legal Ombudsman, PO Box 6806, Wolverhampton,WV1 9WJ 

However, if you are unsure whether your complaint relates to a reserved legal activity or other legal services, 
you may refer it to LeO and they will decide whether they can help. 

Please note that you will not be charged for making a complaint and any ongoing work will not be affected by it. 

The LeO allows us to resolve a complaint in respect of any legal service within no more than 
8 weeks, but as a matter of good practice we will try and resolve any complaint as soon as 
possible. We will endeavour to deal with matters within the timescale indicated, but within no 
more than 8 weeks in total. We will try to keep you informed as to how your complaint is 
progressing and the reason for any delays. We may need to ask you for further information 
to help us deal with your complaint. Whilst you are not obliged to do this, it will help us to 
deal with the matter fully and more promptly 
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