
 

 

OGLETHORPE STURTON & GILLIBRAND LLP 
 

OUR COMPLAINTS POLICY 
 

We are committed to providing a high quality legal service to all our clients.  
When something goes wrong we need you to tell us about it.  This will help us to 
improve our standards. 
 
Our Complaints Procedure 
 
If you have a complaint, contact us with the details either by email, post or 
telephone. Our contact details can be found via the following link - 
https://www.osg.co.uk/contact-us/ 
 
All complaints are dealt with by David Barnes, our Client Care Partner, unless 
the complaint is about his conduct, in which case you will be notified within 5 
days of who will deal with your complaint. 
 
All the time periods set out are working days and are from the receipt by us of 
your complaint. 
 
What Will Happen Next? 
 
1. We will send you a written acknowledgment of your complaint and ask 

you to confirm or explain the details set out. You can expect to receive 
our written acknowledgement within 5 days of us receiving your 
complaint. 

 
2. We will record your complaint in our central register. 
 
3. We will then start to investigate your complaint. This will normally 

involve the following steps: 
 

• We will pass your complaint to David Barnes. 
 

• He will ask the member of staff who acted for you to reply to your 
complaint. 

 
• He will then examine their reply and the information in the matter file. 
 

4. Mr Barnes will write to you with his view. If appropriate, he will then 
invite you to a meeting and discuss and hopefully resolve your complaint. 

 
5. If a meeting does take place, Mr Barnes will write to you to confirm what 

took place and any solutions he has agreed with you. 
 

https://www.osg.co.uk/contact-us/


 

 

 If you do not want a meeting, or it is not possible, Mr Barnes will send you 
a detailed reply to your complaint.  This will include his suggestions for 
resolving the matter.  

 
6. We have 8 weeks from the date of your complaint within which to resolve 

your compliant and send our final response. If you are still not satisfied 
you have the right to contact the Legal Ombudsman. Their contact details 
can be found via the following link - 
https://www.legalombudsman.org.uk/make-a-complaint/ 

 
7. You may also refer your complaint directly to the Solicitors Regulations 

Authority if you have any concerns. Their website is www.sra.org.uk 
  

https://www.legalombudsman.org.uk/make-a-complaint/

