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If you are not a client of the firm and wish to make a complaint this is the process to follow.
How do I make a complaint?
You can contact us in writing (by letter or email) or by telephone.
To help us to understand your complaint, and in order that we do not miss anything, please tell us:
· your full name and contact details;
· what you think we have got wrong; and
· how you would like your complaint to be resolved.
How will you deal with my complaint?
· We will record your complaint centrally.
· We will write to you within three working days acknowledging your complaint, enclosing a copy of this policy.
· We will investigate your complaint.  This will usually involve:
· reviewing your complaint;
· reviewing any underlying file(s) and other relevant documents; and
· speaking with people at the firm who have knowledge of the issues raised.
· If your complaint arises out of or in connection with a TLT client matter, we will inform the client about the complaint.
· We may also need to ask you for further information or documents.  If so, we will ask you to provide the information within a specific period of time.
· We will update you on the progress of your complaint at appropriate times.
· We may also, if appropriate, invite you to a meeting to discuss your complaint.  You do not have to attend if you do not wish to or if you are unable to do so.  We will be happy to discuss the matter with you on the telephone.
· We will write to you at the end of our investigation to tell you what we have done and what we propose to do to resolve your complaint.  Where possible, we will aim to do this within 28 days of the date of our acknowledgement of your complaint.
· What to do if we cannot resolve your complaint?  If you are unhappy with the outcome of our complaints handling procedure you can contact our complaints partner whose contact details are: John Paul Sheridan, JohnPaul.Sheridan@TLT.com
· If you are still unhappy you can ask the Scottish Legal Complaints Commission (SLCC) to look into your complaint.  They will look at your complaint independently and it will not affect how we handle your matter.  You can contact the SLCC:
Scottish Legal Complaints Commission
Capital Building
12-13 St Andrew Square
EDINBURGH
EH2 2AF
Phone: 0131 201 2130
Email: enquiries@scottishlegalcomplaints.org.uk
· The SLCC operates strict time limits for accepting complaints.  Further details are available on the SLCC website: www.scottishlegalcomplaints.org.uk
· If you have concerns about our behaviour then you can also lodge a complaint with the SLCC.
What will it cost?
· We will not charge you for handling your complaint.
· The SLCC service is free of charge.
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This publication is intended for general guidance and represents our understanding of the relevant law and practice as at 24 March 2026.  Specific advice should be sought for specific cases; we cannot be held responsible for any action (or decision not to take action) made in reliance upon the content of this publication.
TLT LLP is a limited liability partnership registered in England and Wales (number OC 308658) whose registered office is at One Redcliff Street  Bristol  BS1 6TP.  A list of members is available for inspection at that address. TLT LLP is authorised and regulated by the Solicitors Regulation Authority number 406297.
If you require this information in an alternative format, such as audio, large print or Braille, please contact Lucy Norman-Wells on +44 (0)333 006 1728
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