Capital

Complaints Policy

At Capital, 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 allow us to try to resolve the problem and improve the quality of our
service.

How to Make a Complaint
If you have a complaint, please write to Head of Compliance at Capital Law Ltd, Capital Building, Tyndall Street,
Cardiff CF10 4AZ or contact us by email at client.care @capitallaw.co.uk.

How We Will Handle Your Complaint
We aim to deal with complaints promptly and fairly. Once we receive your complaint, we will take the following
steps:

Acknowledge your complaint within 5 working days and attach a copy of this policy

Confirm who will be dealing with it

Investigate your concerns by reviewing your file and speaking with the relevant team

Send you a written response within 21 days, setting out our findings and any proposed resolution

We aim to resolve complaints as quickly as we can. If we need more time or further information from you, we will
explain why and give you an updated timescale. In more complex cases, the investigation may take longer, but we
will keep you informed throughout.

If You Are Not Satisfied
If you are unhappy with our response, let us know in writing and we will ask another Partner to review our handling
of your complaint. We will provide a final written response within 14 days of receiving your request for a review.

What To Do If We Cannot Resolve Your Complaint
If you remain unhappy with our final response, you can contact the Legal Ombudsman to investigate your
complaint. You will need to bring your complaint to the Legal Ombudsman:

e  Within six months of receiving a final response to your complaint
e No more than one year from the date of the act/omission you are concerned about
e No more than one year from when you should reasonably have known there was cause for complaint.

You can contact the Legal Ombudsman at PO Box 6167, Slough, SL1 OEH, or by telephone: 0300 555 0333, or by
email.

Concerns About Professional Conduct

If your concern is about professional conduct rather than our service, you can contact the Solicitors Regulation
Authority (SRA). The SRA investigates issues such as dishonesty, discrimination, and breaches of professional
standards. You can contact the SRA at The Cube 199, Wharfside Street, Birmingham, B1 1RN, or by telephone:
03706 062 555, or by email.

Data Protection Complaints
If your concern relates specifically to how your personal data has been handled, please refer to our Data Protection
Complaints Policy, which explains how to raise a complaint and how it will be managed.
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