COMPLAINTS

Complaints Handling Procedure

FOR CLIENTS, TENANTS AND CONSUMERS

We regret that you have had cause to make a complaint. We have implemented the following complaints
handling procedure to help us resolve your grievance, and to work towards continually improving our
professional services. As a firm regulated by RICS, we operate this procedure in accordance with RICS
requirements, and it includes access to independent redress.

1. Stage one — tell us

If you have spoken to us about your complaint, please also put the details in writing. We ask for your complaint
in writing to make sure that we have a full understanding of the reasons for it. Please send your written
complaint, by post or by email, to:

Jonathan Possenheimer

Survo Limited

195 Bury Old Road, Prestwich, Manchester M25 1JF
Email: mail@survo.co.uk - Telephone: 0161 792 5050

We will consider your complaint as quickly as possible, and will acknowledge receipt within 7 days. If we are
not able to give you a full response at that point, we will investigate and update you within 28 days. If,
exceptionally, we need longer, we will explain why and tell you when you can expect our full response. Once
our investigation is complete we will send you our final response, setting out what we have found, what we
will do about it, and why.

2. Stage two — independent redress

If we are unable to agree on how to resolve your complaint, you have the opportunity to take it to an
independent redress provider, as approved by the RICS Regulatory Board. You may escalate your complaint
once you have our final response, or once eight weeks have passed since you first raised it with us — whichever
comes sooner — and within 12 months of our last communication with you about it.
Consumer redress
We are a member of Property Redress (membership number PRS059560):

= Property Redress, Limelight, 1st Floor, Elstree Way, Borehamwood, Hertfordshire WD6 1JH

= Telephone: 0333 321 9418

= Email: info@propertyredress.co.uk

= Website: www.propertyredress.co.uk

Business-to-business disputes

Where the complainant is a business, the following alternative dispute resolution service is available:
= RICS Dispute Resolution Service
= Telephone: 020 7334 3806
= Email: drs@rics.org

= Website: rics.org/drs
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3. Complaints about personal data

If your complaint concerns how we have handled your personal data, you can raise it with us under this
procedure — we will acknowledge it within 30 days and respond without undue delay — and you also have the
right to complain to the Information Commissioner’s Office (ico.org.uk - 0303 123 1113). Our privacy notices
explain more.

4. Record keeping

We record every complaint in our complaint log, together with the actions taken and the outcome, and we
review the log periodically so that lessons are fed back into how we work.
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