
Complaints 

We are committed to providing high-quality legal services and client care. This complaints 

guidance is for the benefit of all clients, or people who have client status.   

This procedure does not apply to cases where you consider that we have been negligent 

or any other situation where we have a professional obligation to refer you to other 

solicitors. We will advise you if this is the case. 

If you have a complaint, you should raise the matter at first instance with the lawyer 

responsible for your matter who will endeavour to resolve your concerns quickly.  

If you do not feel you able to discuss the matter with him or her, then please contact their 

supervising partner who will be named in our engagement letter. The supervising partner 

will acknowledge your complaint in writing and give you a time scale for responding to 

your complaint, adapting the following procedure to suit the circumstances. The 

supervising partner will either deal with the matter or ask another senior lawyer to do so, 

if that is more appropriate. 

Most complaints that we receive are resolved in this way. 

In the event that you feel unable to speak with the supervising partner, or are not satisfied 

with the response, you should contact Gary Lederberg, our Managing Director, on 0161 

832 7888 or by post to 7 St James Square, Manchester, M2 6XX. Although not essential, 

it would be helpful to us if you could provide details of your concerns in writing (if you 

have not already done so). 

This note gives some guidance about what will happen next together with a guide 

timetable. 

1. We will acknowledge receipt of your complaint within 2 working days of receipt of 

your complaint.  We will also let you know the name of the person who will be 

dealing with your complaint. We may ask you to confirm or explain/clarify your 

complaint in more detail.  

2. We will then start to investigate your complaint.  This will normally involve the 

following steps. 

• We will pass your complaint to Gary Lederberg, our Managing Director, 

within three days of receiving your response to our acknowledgement letter. 

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

within 5 days. 

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

And, if necessary, he may also speak to them.  This will take up to three 

days from receiving their reply and the file. 

3. You may be invited to meet us to discuss and hopefully resolve your complaint. A 

request for a meeting will be made within 14 days of receipt of your complaint or 

clarification if it was sought. 

4. If a meeting is impractical or we agree not to meet, we will write to you with a 

detailed response to your complaint and with any suggestions we have for resolving 

it to our mutual satisfaction. We will do this within 5 days of completing the 

investigation unless we have told you that it will take longer to get back to you. 

5. If a meeting takes place we will still write to you to confirm what took place and 

any agreed solution that was arrived at, within 3 days of the meeting. 



6. If you are still not satisfied you should contact us again and we will arrange for the 

decision to be reviewed by an alternative director. We will give you details of the 

process for the appeal and the timescale, within 14 days of the request. 

7. We will write to you to confirm our final position on your complaint and explain our 

reasons, within 14 days of your request for a review. 

If your complaint has not been resolved to your satisfaction within 8 weeks, you can 

contact the Legal Ombudsman. Any complaint to the Legal Ombudsman must usually be 

made within six years of the date of the act or omission which you wish to complain or 

within three years of the date you should have discovered the complaint.  

It may be that the Legal Ombudsman is unable to deal with your complaint. If in doubt 

you should contact the Legal Ombudsman on 0300 555 0333 or by email: 

enquiries@legalombudsman.org.uk or by writing to the Legal Ombudsman, PO Box 6806, 

Wolverhampton, WV1 9WJ or visit their website www.legalombudsman.org.uk.  

If we have to change any of the timescales above, we will let you know and explain why. 

We wish to respond as flexibly as we can in order to resolve complaints to our mutual 

satisfaction. We may therefore depart from the procedure above if we feel that the 

complaint requires it. We will however keep you informed throughout the process. 

We will always attempt to resolve any complaints, but where this is not possible, 

complaints and redress mechanisms are provided through the Solicitors Regulation 

Authority and the Legal Ombudsman. 

Solicitors Regulation Authority (SRA) 

The SRA is our professional regulator and it deals with reports of professional misconduct, 

dishonesty and discrimination. More information is available on the SRA’s website 

www.sra.org.uk.  

Legal Ombudsman 

The Legal Ombudsman is an independent and impartial scheme set up to help resolve 

complaints about lawyers in England and Wales. Under the Legal Ombudsman scheme 

rules, we have eight weeks to resolve complaints received from our clients. If we are 

unable to resolve a complaint within this time, certain clients may complain to the Legal 

Ombudsman. The website address for the Legal Ombudsman is 

www.legalombudsman.org.uk. 

The Legal Ombudsman deals with complaints by consumers and very small businesses. 

This means some clients may not have the right to complain to the Legal Ombudsman, eg 

charities or clubs with an annual income of more than £1m, trustees of trusts with asset 

value of more than £1m and most businesses (unless they are defined as micro-

enterprises). This does not prevent you from making a complaint directly to us. 

Complaints and redress via ODR platform 

You may also be able to submit your complaint to a certified alternative dispute resolution 

(ADR) provider in the UK via the EU ODR platform.   

The ODR platform is an interactive website offering a single point of entry for disputes 

between consumers and traders relating to contracts entered into online or by other 

electronic means. The ODR platform is available to consumer clients only, ie where you 

have instructed us for purposes outside your trade, business, craft or profession.  

The website address for the ODR platform is: http://ec.europa.eu/odr. 

http://www.legalombudsman.org.uk/
http://www.sra.org.uk/


However, we have chosen not to adopt an ADR process, as in our experience the Legal 

Ombudsman’s scheme is the most suitable body to deal with any concerns of yours which 

we are unable to resolve. 

Regulatory information 

Bootes is a trading name of Boote Edgar Esterkin Limited, a limited company registered in 

England and Wales (registered number 8331357).  A list of directors is available for 

inspection at the registered office at 7 St James Square, Manchester M2 6XX.  Our VAT 

Registration No is 431 182974. 

Boote Edgar Esterkin Limited is authorised and regulated by the Solicitors Regulation 

Authority (SRA). Our SRA registration number is 598468. 

We are not authorised by the Financial Conduct Authority. However, we are included on 

the register maintained by the Financial Conduct Authority so that we can carry on 

insurance distribution activity, which is broadly the advising on, selling and administration 

of insurance contracts. This part of our business, including arrangements for complaints 

or redress if something goes wrong, is regulated by the Solicitors Regulation Authority. 

The register can be accessed via the Financial Conduct Authority website at 

www.fca.org.uk/firms/financial-services-register. 

The Law Society of England and Wales is a designated professional body for the purposes 

of the Financial Services and Markets Act 2000. The Solicitors Regulation Authority is the 

independent regulatory arm of the Law Society. The Legal Ombudsman deals with 

complaints against lawyers. If you are unhappy with any insurance advice you receive 

from us, you should raise your concerns with the SRA or Legal Ombudsman. 

 

  

 

 


