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16 COMPLAINTS PROCEDURE

1. Purpose
This Complaints Procedure sets out how Evolve Block & Estate Management Ltd handles complaints fairly, consistently, and in line with recognised industry standards.
We are committed to providing a high standard of service. However, we recognise that on occasion things may go wrong. When this happens, we aim to resolve issues promptly, fairly, and transparently.
This procedure is designed to ensure that complaints are investigated properly and that appropriate remedies are considered where necessary.
2. What is a Complaint?
A complaint is an expression of dissatisfaction, whether justified or not, about:
· the standard of service provided;
· the actions or lack of action by the managing agent or its staff;
· perceived failure to follow agreed procedures or legal obligations; or
· issues relating to the management of the property or estate.
Complaints may be made by leaseholders, freeholders, residents’ management companies (RMCs), right to manage companies (RTMs), or recognised residents’ associations.
3. How to Make a Complaint
Complaints may be submitted by:
· email
· letter
· online via our website
If you require assistance due to language or accessibility needs, please contact us and we will make reasonable efforts to assist.
4. Informal Resolution (Optional)
Before submitting a formal complaint, you may wish to raise the issue informally with your Property Manager.
We will always seek to resolve matters informally where possible and appropriate.




5. Formal Complaints Procedure
Stage 1 – Investigation by Property Manager
Formal complaints should be submitted to the Property Managers by email to office@evolve-management.co.uk or in writing to our head office.
We will:
· acknowledge your complaint within 5 working days of receipt; and
· aim to provide a full written response within 15 working days.
Our response will include:
· a summary of the complaint;
· the findings of our investigation;
· our decision; and
· details of what to do next if you remain dissatisfied.
Stage 2 – Internal Review (Escalation)
If you remain dissatisfied with the Stage 1 response, or if Stage 1 has not been completed within the stated timescale, you may escalate your complaint to:
Managing Director
· lizzy.ellis@evolve-management.co.uk
· or in writing to our head office
We will:
· acknowledge escalation where appropriate; and
· provide a final written response within 8 weeks of the original complaint being received.
Our Stage 2 response will confirm:
· the outcome of our review;
· the reasons for our decision; and
· details of your right to refer the matter to The Property Ombudsman if you remain dissatisfied.




6. Extensions and Complex Cases
Some complaints may require longer to investigate, for example where:
· additional technical or legal information is required;
· third parties (such as surveyors or contractors) are involved; or
· access to records or site investigations is needed.
Where an extension is necessary, we will:
· inform you promptly;
· explain the reason for the delay; and
· provide a revised timescale for response.
7. Alternative Resolution
Where appropriate, we may suggest mediation or alternative dispute resolution to help resolve the complaint without escalation.
We also encourage leaseholders to seek independent advice where appropriate, including from organisations such as:
· LEASE (Leasehold Advisory Service)
· Citizens Advice
· The Property Institute (TPI)
8. Referral to The Property Ombudsman (TPO)
If you remain dissatisfied after completing our internal complaints procedure, or if more than 8 weeks has passed since the complaint was first made, you may refer the matter to:
The Property Ombudsman (TPO)
33 The Clarendon Centre
Salisbury Business Park
Dairy Meadow Lane
Salisbury
Wiltshire
SP1 2TJ
Email: admin@tpos.co.uk
This service is free to use.



9. Eligibility
Complaints may be referred to TPO by:
· leaseholders
· freeholders
· head leaseholders
· RMCs (Residents’ Management Companies)
· RTMs (Right to Manage Companies)
· recognised residents’ associations
10. Important Notes on Ombudsman Jurisdiction
The Property Ombudsman may decline to consider complaints that:
· are more appropriately dealt with by the First-tier Tribunal (Property Chamber);
· require legal interpretation; or
· fall outside its terms of reference.
11. Evidence and Case Information
Where a complaint is accepted for review, we may be required to provide supporting documentation, which may include:
· relevant correspondence and communication records;
· site inspection reports;
· service charge budgets and accounts;
· copies of leases and management agreements;
· contractor reports and warranties;
· details of relevant RMC/RTM structures.
We will always aim to cooperate fully with the Ombudsman and support a fair resolution process.
12. Commitment to Resolution
Where possible, we will seek to resolve complaints at the earliest stage and may, where appropriate, propose a settlement or remedial action to avoid escalation.
All complaints will be assessed on the basis of evidence provided by both parties and in accordance with relevant lease terms, legislation, and professional standards.
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