
Internal Complaints Handling: 
Process and Timescales
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The Property Ombudsman Milford House, 43-55 Milford Street, Salisbury, Wiltshire SP1 2BP

Consumer Enquiries Tel: 01722 333 306 Fax: 01722 332 296
Membership Enquiries Tel: 01722 335 458 Email: admin@tpos.co.uk Website: www.tpos.co.uk

Complaint received

Complaint acknowledged within
three working days of receipt

Full and thorough investigation undertaken

Written outcome of investigation 
issued within 15 working days

Undertake a prompt and detached review by
staff not involved in the transaction.

Issue a written statement setting out the
review findings and expressing your final

viewpoint, (including any offer made).

Internal complaints 
process concluded 

Consumer remains dissatisfied

Letter must inform
consumer of your 
TPO membership, 

TPO contact details 
and the 12 month
timescale to refer 
the matter to TPO, 

if they remain
dissatisfied

8 Weeks


