Complaints Procedure
Luckings & Co. Wills and LPAs

At Luckings & Co. Wills and LPAs, we are committed to providing a professional, courteous
and efficient service. If you are dissatisfied with any aspect of our service, we would like to
hear from you so that we can investigate the matter and seek to resolve it as quickly as
possible.

How to Make a Complaint
Complaints may be made in writing by letter or email.
Please provide:

e Your fullname and contact details

o Details of your complaint

e Anyrelevant documents or correspondence
e Details of the outcome you are seeking

Complaints should be sent to:

Email: emmaturner@luckingsandco.com

Our Complaints Process

Step 1 - Acknowledgement

We will acknowledge receipt of your complaint within 5 working days.
Step 2 - Investigation

We will investigate your complaint thoroughly and fairly. This may include reviewing
correspondence, attendance notes, instructions, file records and any other relevant
information.

Step 3 - Response
We aim to provide a full written response within 28 days of receiving your complaint.

If additional time is required, we will explain the reasons for the delay and provide an
estimated timescale for completion.



If You Remain Dissatisfied

If we are unable to resolve your complaint to your satisfaction, you may refer the matter to
the Society of Will Writers for independent review.

Society of Will Writers
Chancery House

Whisby Way

Lincoln

LN6 3LQ

Telephone: 01522 687888
Website: www.willwriters.com

Any referral should normally be made within a reasonable period after our final response.

Record Keeping

We maintain records of all complaints received and the steps taken to investigate and
resolve them.

Continuous Improvement

Complaints are reviewed regularly to help improve our services and client experience.
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