
WHEN THINGS 
NEED SORTING OUT
tĞ�ĂƌĞ�ĐŽŵŵŝƩĞĚ�ƚŽ�ƉƌŽǀŝĚŝŶŐ�ǇŽƵ�ǁŝƚŚ�ƚŚĞ�ŚŝŐŚĞƐƚ�
ůĞǀĞů�ŽĨ�ƐĞƌǀŝĐĞ�ƉŽƐƐŝďůĞ͕�ďƵƚ�ƐŽŵĞƟŵĞƐ͕�ƚŚŝŶŐƐ�ĐĂŶ�ŐŽ�
ǁƌŽŶŐ͘��Ǉ�ůĞƫŶŐ�ƵƐ�ŬŶŽǁ�ǁŚĞŶ�ǇŽƵ�ŚĂǀĞ�Ă�ƉƌŽďůĞŵ͕�
ǁĞ�ĐĂŶ�ǁŽƌŬ�ǁŝƚŚ�ǇŽƵ�ƚŽ�ƵŶĚĞƌƐƚĂŶĚ�ǁŚĂƚ Ɛ͛�ŚĂƉƉĞŶĞĚ�
ĂŶĚ�ƉƵƚ�ŝƚ�ƌŝŐŚƚ͘�dŚŝƐ�ĞĂƐǇͲƚŽͲƵƐĞ�ŐƵŝĚĞ�ƚĞůůƐ�ǇŽƵ�ŚŽǁ�ƚŽ�
ŵĂŬĞ�ƵƐ�ĂǁĂƌĞ�ŽĨ�ǇŽƵƌ�ǀŝĞǁƐ�ƐŽ�ƚŚĂƚ�ǁĞ�ĐĂŶ�ĂĚĚƌĞƐƐ�
ĂŶǇ�ĐŽŶĐĞƌŶƐ�ǇŽƵ�ŵĂǇ�ŚĂǀĞ͕�ƋƵŝĐŬůǇ�ĂŶĚ�ƉƌŽĨĞƐƐŝŽŶĂůůǇ͘

HOW DO I REPORT A COMPLAINT?

tŚĞŶ�ǁĞ�ƌĞĐĞŝǀĞ�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ͕�ǁĞ�ǁŝůů͗

• ^ĞŶĚ�ǇŽƵ�Ă�ǁƌŝƩĞŶ�ĂĐŬŶŽǁůĞĚŐĞŵĞŶƚ�ǁŝƚŚŝŶ�ƚŚƌĞĞ
ǁŽƌŬŝŶŐ�ĚĂǇƐ�ǁŚŝĐŚ�ǁŝůů�ŽƵƚůŝŶĞ�ǁŚŽ�ŝƐ�ƌĞƐƉŽŶƐŝďůĞ
ĨŽƌ�ŝŶǀĞƐƟŐĂƟŶŐ�ƚŚĞ�ŝƐƐƵĞƐ�ƌĂŝƐĞĚ͘

• �ŽůůĂƚĞ�ĂƐ�ŵƵĐŚ�ŝŶĨŽƌŵĂƟŽŶ�ĂƐ�ƉŽƐƐŝďůĞ�ĂŶĚ�ůŝĂŝƐĞ
ǁŝƚŚ�ƚŚĞ�ǀĂƌŝŽƵƐ�ĚĞƉĂƌƚŵĞŶƚƐ�ŝŶǀŽůǀĞĚ�ƚŽ�ĞƐƚĂďůŝƐŚ
Ăůů�ƚŚĞ�ĨĂĐƚƐ͘

• ^ĞŶĚ�Ă�ĚĞƚĂŝůĞĚ�ƌĞƐƉŽŶƐĞ�ǁŝƚŚŝŶ�ĮŌĞĞŶ�ǁŽƌŬŝŶŐ
ĚĂǇƐ͕�ŝŶĨŽƌŵŝŶŐ�ǇŽƵ�ŽĨ�ƚŚĞ�ŽƵƚĐŽŵĞ�ĂŶĚ�ĂƐŬ�ŝĨ�ƚŚĞ
ƐƵŐŐĞƐƚĞĚ�ƌĞƐŽůƵƟŽŶ�ŝƐ�ƐĂƟƐĨĂĐƚŽƌǇ͘�/Ĩ�ǁĞ�ŶĞĞĚ
ŵŽƌĞ�ƟŵĞ�ƚŽ�ƌĞƐŽůǀĞ�ǇŽƵƌ�ĐŽŶĐĞƌŶƐ�ŚŽǁĞǀĞƌ͕ �ǇŽƵ
ǁŝůů�ƌĞĐĞŝǀĞ�Ă�ǁƌŝƩĞŶ�ĞǆƉůĂŶĂƟŽŶ�ĨŽƌ�ƚŚĞ�ĚĞůĂǇ͘

�ůů�ĐŽŵƉůĂŝŶƚƐ�ĂƌĞ�ŬĞƉƚ�ĐŽŶĮĚĞŶƟĂů�ĂŶĚ�ǁŝůů�ďĞ�ĚĞĂůƚ�
ǁŝƚŚ�ŝŶ�Ă�ĨĂŝƌ�ĂŶĚ�ƵŶďŝĂƐĞĚ�ǁĂǇ͘�/Ĩ�ǁĞ�ĚŽ�ŶŽƚ�ŚĞĂƌ�ĨƌŽŵ�
ǇŽƵ�ǁŝƚŚŝŶ�ĞŝŐŚƚ�ǁĞĞŬƐ�ŽĨ�ŽƵƌ�ƌĞƐƉŽŶƐĞ͕�ǁĞ�ǁŝůů�ĂƐƐƵŵĞ�
ƚŚĞ�ŵĂƩĞƌ�ŚĂƐ�ďĞĞŶ�ƌĞƐŽůǀĞĚ�ĂŶĚ�ƚŚĞ�ĐŽŵƉůĂŝŶƚ�ǁŝůů�
ďĞ�ĐůŽƐĞĚ͘�

^ŚŽƵůĚ�ǇŽƵ�ŚĂǀĞ�ĐŽŶĐĞƌŶƐ�ŝŶ�ƚŚĞ�ŵĞĂŶƟŵĞ�ŚŽǁĞǀĞƌ͕ �
ƉůĞĂƐĞ�ĐŽŶƚĂĐƚ�ƚŚĞ�ŵĞŵďĞƌ�ŽĨ�ƐƚĂī�ǁŚŽƐĞ�ŶĂŵĞ�
ĂƉƉĞĂƌƐ�ŽŶ�ƚŚĞ�ůĞƩĞƌ�ŽĨ�ĂĐŬŶŽǁůĞĚŐĞŵĞŶƚ͘

WHAT HAPPENS NEXT?

dŚĞ�ĮƌƐƚ�ƚŚŝŶŐ�ǇŽƵ�ŶĞĞĚ�ƚŽ�ĚŽ�ŝƐ�ĐŽŶƚĂĐƚ�ƵƐ�ĂŶĚ�ůĞƚ�ƵƐ� 
ŬŶŽǁ�ǁŚĂƚ�ƉĂƌƚ�ŽĨ�ŽƵƌ�ƐĞƌǀŝĐĞ�ǇŽƵ�ĂƌĞ�ƵŶŚĂƉƉǇ�ǁŝƚŚ͘� 
zŽƵ�ĐĂŶ�ƌĞƉŽƌƚ�ǇŽƵƌ�ĐŽŶĐĞƌŶƐ�ƚŽ�ƵƐ�ďǇ�ƉŚŽŶĞ͕�ŝŶ�ǁƌŝƟŶŐ� 
ďǇ�ƉŽƐƚ͕�Žƌ�ǇŽƵ�ĐĂŶ�ƐĞŶĚ�ƵƐ�ĂŶ�ĞŵĂŝů͘

tĞ�ǁŝůů�Ăŝŵ�ƚŽ�ƌĞƐŽůǀĞ�ĂŶǇ�ŝƐƐƵĞƐ�ŝŵŵĞĚŝĂƚĞůǇ͕ �ŚŽǁĞǀĞƌ� 
ŝĨ�ƚŚŝƐ�ŝƐ�ŶŽƚ�ƉŽƐƐŝďůĞ�ƚŚĞŶ�ǇŽƵƌ�ĐŽŶĐĞƌŶƐ�ǁŝůů�ďĞ� 
ĞƐĐĂůĂƚĞĚ�ƚŽ�Ă�ŵĂŶĂŐĞƌ�ǁŚŽ�ǁŝůů�ŝŶǀĞƐƟŐĂƚĞ�ƚŚĞ�ŵĂƩĞƌ͘

Lewis
 & 
Foy
Le+ngs Ltd
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L8 5RW

Phone: 0151 438 6473

Email: office@lewisfoyle+ngs.co.uk
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�ŌĞƌ�ƌĞĐĞŝǀŝŶŐ�ŽƵƌ�ƌĞƐƉŽŶƐĞ͕�ŝĨ�ǇŽƵ�ĨĞĞů�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ�
ŚĂƐ�ŶŽƚ�ďĞĞŶ�ĨƵůůǇ�ĂĚĚƌĞƐƐĞĚ͕�ƉůĞĂƐĞ�ůĞƚ�ƵƐ�ŬŶŽǁ�ĂŶĚ�
ǁĞ�ǁŝůů�Ăŝŵ�ƚŽ�ƌĞƐŽůǀĞ�ƚŚĞ�ŵĂƩĞƌ�ĨŽƌ�ǇŽƵ͘

zŽƵƌ�ĐŽŶĐĞƌŶƐ�ǁŝůů�ďĞ�ĂĐŬŶŽǁůĞĚŐĞĚ�ǁŝƚŚŝŶ�ƚŚƌĞĞ�
ǁŽƌŬŝŶŐ�ĚĂǇƐ�ŽĨ�ƌĞĐĞŝƉƚ�ĂŶĚ�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ�ǁŝůů�
ďĞ�ƉĂƐƐĞĚ�ƚŽ�ĂŶ�ĂůƚĞƌŶĂƟǀĞ͕�ŵŽƌĞ�ƐĞŶŝŽƌ�ŵĞŵďĞƌ�
ŽĨ�ƐƚĂī�ĨŽƌ�ĐŽŶƐŝĚĞƌĂƟŽŶ͘

tŚĞƌĞ�ƉŽƐƐŝďůĞ͕�Ă�ĮŶĂů�ƌĞƐƉŽŶƐĞ�ǁŝůů�ƚŚĞŶ�ďĞ�ŝƐƐƵĞĚ�
ǁŝƚŚŝŶ�ĮŌĞĞŶ�ǁŽƌŬŝŶŐ�ĚĂǇƐ͘�/Ĩ�ǁĞ�ĂƌĞ�ƵŶĂďůĞ�ƚŽ�ƌĞƐƉŽŶĚ�
ƚŽ�ǇŽƵ�ǁŝƚŚŝŶ�ƚŚŝƐ�ƟŵĞƐĐĂůĞ͕�ǁĞ�ǁŝůů�ĐŽŶƚĂĐƚ�ǇŽƵ�ƚŽ�ůĞƚ�
ǇŽƵ�ŬŶŽǁ�ǁŚĞŶ�ǁĞ�ĂŶƟĐŝƉĂƚĞ�Ă�ƌĞƐŽůƵƟŽŶ͕�ĂŶĚ�ŝŶĨŽƌŵ�
ǇŽƵ�ŽĨ�ǇŽƵƌ�ƌŝŐŚƚ�ƚŽ�ĂƉƉĞĂů�ƚŽ�Ă�ƚŚŝƌĚ�ƉĂƌƚǇ͘

/Ĩ�ǇŽƵ�ĂƌĞ�ƐƟůů�ŶŽƚ�ƐĂƟƐĮĞĚ�ǁŝƚŚ�ƚŚĞ�ŽƵƚĐŽŵĞ͕�ǁĞ�
ǁŽƵůĚ�ĂĚǀŝƐĞ�ƚŚĂƚ�ǇŽƵ�ĐŽŶƚĂĐƚ�ŽƵƌ�ŝŶĚĞƉĞŶĚĞŶƚ�
ƌĞĚƌĞƐƐ�ƐĐŚĞŵĞ͘�

WE ARE MEMBERS OF PROPERTYMARK

/Ĩ�ǇŽƵ�ĨĞĞů�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ�ŚĂƐ�ŶŽƚ�ďĞĞŶ�ƐĂƟƐĨĂĐƚŽƌŝůǇ�
ĚĞĂůƚ�ǁŝƚŚ�ďǇ�ŽƵƌƐĞůǀĞƐ�ĂŶĚ�ƚŚĞ�ƌĞĚƌĞƐƐ�ƐĐŚĞŵĞ͕�ǇŽƵ�
ĐĂŶ�ƐĞŶĚ�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ�ƚŽ�WƌŽƉĞƌƚǇŵĂƌŬ͘�'Ž�ƚŽ�ƚŚĞ�
WƌŽƉĞƌƚǇŵĂƌŬ�ǁĞďƐŝƚĞ�ƚŽ�ĚŽǁŶůŽĂĚ�Ă�ĐŽŵƉůĂŝŶƚ�ĨŽƌŵ͘

WƌŽƉĞƌƚǇŵĂƌŬ�ŝŶǀĞƐƟŐĂƚĞ�ĐŽŵƉůĂŝŶƚƐ�ĂŐĂŝŶƐƚ�ƚŚĞŝƌ�
ŵĞŵďĞƌƐ�ǁŚĞƌĞ�ƚŚĞƌĞ�ŝƐ�ĞǀŝĚĞŶĐĞ�ĂŶ�ĂŐĞŶƚ�ŚĂƐ�
ďƌĞĂĐŚĞĚ�ƚŚĞŝƌ��ŽŶĚƵĐƚ�ĂŶĚ�DĞŵďĞƌƐŚŝƉ�ZƵůĞƐ͘��
�ǆĂŵƉůĞƐ�ŽĨ�ƚŚŝƐ�ŝŶĐůƵĚĞ͕�ďƵƚ�ĂƌĞ�ŶŽƚ�ůŝŵŝƚĞĚ�ƚŽ͕�ŵŝƐƵƐĞ�
ŽĨ�ĐůŝĞŶƚ�ŵŽŶĞǇ͕ �ĨĂŝůƵƌĞ�ƚŽ�ƵƉŚŽůĚ�ŚŝŐŚ�ƐƚĂŶĚĂƌĚƐ�ŽĨ�
ĞƚŚŝĐĂů�ĂŶĚ�ƉƌŽĨĞƐƐŝŽŶĂů�ƉƌĂĐƟĐĞ͕�ĂŶĚ�ĨĂŝůƵƌĞ�ƚŽ��
ĂŶƐǁĞƌ�ĐŽƌƌĞƐƉŽŶĚĞŶĐĞ͘�

01926 496 791  |  complaints@propertymark.co.uk
propertymark.co.uk/professional-standards/complaints

PROPERTYMARK PROTECTION

>ŽŽŬ�ĨŽƌ�ƚŚĞ�ůŽŐŽƐ�ƚŚĂƚ�ŵĞĂŶ�ǇŽƵƌ�ŵŽŶĞǇ�ŝƐ�ƉƌŽƚĞĐƚĞĚ͕�
ĞŶƐƵƌĞƐ�ĐŽŵƉůĂŝŶƚƐ�ĂƌĞ�ĚĞĂůƚ�ǁŝƚŚ�ĂŶĚ�ŐƵĂƌĂŶƚĞĞƐ�
ĂŐĞŶƚƐ�ĂƌĞ�ŝŶĚĞƉĞŶĚĞŶƚůǇ�ƌĞŐƵůĂƚĞĚ͘�

ƉƌŽƉĞƌƚǇŵĂƌŬ͘ĐŽ͘ƵŬͬĮŶĚͲĂŶͲĞǆƉĞƌƚ

/Ĩ�ǇŽƵ�ŚĂǀĞ�Ă�ĐŽŵƉůĂŝŶƚ�ƌĞůĂƟŶŐ�ƚŽ�ŝŶƐƵƌĂŶĐĞ͕�ƚŚĞƐĞ�ǁŝůů�
ďĞ�ĚĞĂůƚ�ǁŝƚŚ�ƐĞƉĂƌĂƚĞůǇ�ƚŽ�ĞŶƐƵƌĞ�ǁĞ�ĂƌĞ�ĐŽŵƉůǇŝŶŐ�
ǁŝƚŚ�ƌĞŐƵůĂƟŽŶ�ƌƵůĞƐ͘��ŶǇ�ŝŶƐƵƌĂŶĐĞͲƌĞůĂƚĞĚ�ŵĂƩĞƌƐ�ǁŝůů�
ďĞ�ĂĐŬŶŽǁůĞĚŐĞĚ�ǁŝƚŚŝŶ�ĮǀĞ�ǁŽƌŬŝŶŐ�ĚĂǇƐ�ĂŶĚ�ŝƐƐƵĞƐ�
ĐĂŶ�ďĞ�ƌĞƉŽƌƚĞĚ�ďǇ�ƉŚŽŶĞ͕�ŝŶ�ǁƌŝƟŶŐ�ďǇ�ƉŽƐƚ͕�ďǇ�ĞŵĂŝů͕�
Žƌ�ǇŽƵ�ĐĂŶ�ƉŽƉ�ŝŶƚŽ�ǇŽƵƌ�ůŽĐĂů�ďƌĂŶĐŚ�ĂŶĚ�ƚĂůŬ�ƚŽ�ŽŶĞ��
ŽĨ�ĂĚǀŝƐŽƌƐ͘

WůĞĂƐĞ�ĂůůŽǁ�ƵƉ�ƚŽ�ĞŝŐŚƚ�ǁĞĞŬƐ�ĨŽƌ�ƵƐ�ƚŽ�ŝƐƐƵĞ�Ă�ĮŶĂů�
ƌĞƐƉŽŶƐĞ͕�ŚŽǁĞǀĞƌ�ǁĞ�ǁŝůů�Ăŝŵ�ƚŽ�ŐĞƚ�ďĂĐŬ�ƚŽ�ǇŽƵ�ŵƵĐŚ�
ƐŽŽŶĞƌ�ƚŚĂŶ�ƚŚŝƐ͘�/Ĩ�ǁĞ�ĂƌĞ�ƵŶĂďůĞ�ƚŽ�ƌĞƐƉŽŶĚ�ĨƵůůǇ�ǁŝƚŚŝŶ�
ĨŽƵƌ�ǁĞĞŬƐ�ŽĨ�ƌĞĐĞŝǀŝŶŐ�ǇŽƵƌ�ĐŽŵƉůĂŝŶƚ͕�ǁĞ�ǁŝůů�ƵƉĚĂƚĞ�
ǇŽƵ�ŽŶ�ŽƵƌ�ƌĞĂƐŽŶƐ�ĨŽƌ�ƚŚŝƐ͘�&ŽůůŽǁŝŶŐ�ŽƵƌ�ĮŶĂů�ƌĞƐƉŽŶƐĞ͕�
ŝĨ�ǇŽƵ�ĂƌĞ�ƵŶŚĂƉƉǇ�ǁŝƚŚ�ƚŚĞ�ŽƵƚĐŽŵĞ͕�ǇŽƵ�ĐĂŶ�ƌĞĨĞƌ�ƚŚĞ�
ŵĂƩĞƌ�ƚŽ�ƚŚĞ�&ŝŶĂŶĐŝĂů�KŵďƵĚƐŵĂŶ�^ĞƌǀŝĐĞ͗

Financial Ombudsman Service
�ǆĐŚĂŶŐĞ�dŽǁĞƌ
,ĂƌďŽƵƌ��ǆĐŚĂŶŐĞ�^ƋƵĂƌĞ
London, E14 9SR

08000 234 567
ĐŽŵƉůĂŝŶƚ͘ŝŶĨŽΛĮŶĂŶĐŝĂůͲŽŵďƵĚƐŵĂŶ͘ŽƌŐ͘ƵŬ
ĮŶĂŶĐŝĂůŽŵďƵĚƐŵĂŶ͘ŽƌŐ͘ƵŬ

WůĞĂƐĞ�ŶŽƚĞ͗�ŝĨ�ǇŽƵ�ĂƌĞ�ůŽŽŬŝŶŐ�ƚŽ�ƌĞĨĞƌ�Ă�ĐŽŵƉůĂŝŶƚ�ƚŽ�
ƚŚĞ�&ŝŶĂŶĐŝĂů�KŵďƵĚƐŵĂŶ�^ĞƌǀŝĐĞ͕�ǇŽƵ�ǁŝůů�ŶĞĞĚ�ƚŽ�
ŚĂǀĞ�ĨŽůůŽǁĞĚ�ŽƵƌ�ĐŽŵƉůĂŝŶƚƐ�ƉƌŽĐĞĚƵƌĞ�ĮƌƐƚ͕�ĂŶĚ�ƚŚĞŶ�
ƉĂƐƐĞĚ�ƚŚĞ�ŵĂƩĞƌ�ƚŽ�ƚŚĞ�KŵďƵĚƐŵĂŶ�ǁŝƚŚŝŶ�Ɛŝǆ�ŵŽŶƚŚƐ�
ŽĨ�ƌĞĐĞŝǀŝŶŐ�ŽƵƌ�ĮŶĂů�ƌĞƐƉŽŶƐĞ͘

STILL NOT HAPPY?

CONTACT PROPERTYMARK INSURANCE COMPLAINTS

/ŶĚĞƉĞŶĚĞŶƚ�ƌĞĚƌĞƐƐ�ƐĐŚĞŵĞ

Property Redress Scheme

Premiere House

1st Floor

Elstree Way

WD6 1JH



Phone: 0333 321 9418

Email: info@theprs.co.uk

Website: https://www.theprs.co.uk/

You must refer your complaint to the redress scheme 
within **12 [for TPOS] / 6 [for PRS]** months of our 
final correspondence regarding your complaint.


LEWIS AND FOY LETTINGS LTD is registered in England and Wales under company number 11397686.
Registered Office: Lewis & Foy Le+ngs - 34 Parliament Street, Liverpool - L8 5RW


