[image: image1.jpg]iy
HS

Harvey Sturtt




Harvey Sturtt Complaints Procedure

At Harvey Sturtt our customers come first, so we work hard to deliver an excellent service. Any feedback or complaint is important to help us drive improvements and provide a better service to all our customers.

Step 1

Most problems can be resolved by speaking to the staff directly responsible for handling your agreement. They will do their best to address the problem to your satisfaction. If however you are dissatisfied with the way we handle your complaint or the outcome, rest assured that we will do our utmost to resolve the matter for you. 

Step 2

Contact us with your dispute so that we can investigate your complaint further. You can do this by sending an email to:

robin.dolton@harveysturtt.co.uk 

If it’s easier for you to send us a letter, you can write to us at:

Harvey Sturtt

Walton House

56-58 Richmond Hill

Bournemouth 

BH2 6EX

Please give us as much information as you can, so that we can investigate your issue fully. We might need to contact you if we require any other details relevant to your complaint. We will aim to resolve your complaint and send you a written response within a week containing a full report of our investigation. If for any reason we're not able to resolve your complaint within 4 weeks of your original complaint, we'll write to you to explain why.
Step 3
If you have followed our complaints procedure and you've received a final response but you aren't happy with the way we've dealt with your complaint, you can refer the matter to the Financial Ombudsman Service within 6 months of our final response for an independent and impartial review.

If you wish to contact them, you can write to them at:

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

London

E14 9SR

Or you can phone them on: 0845 080 1800

If you'd like a bit more information you can visit their website: 

www.financialombudsman.org.uk
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