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Customer Feedback
& Complaints Procedure

Listening to you

We are always interested in your views. In particular, we
will....

Send you a customer questionnaire so that you can tell us
what you think of our service.

Use any comments, suggestions and compliments you may
have about our services to help us improve where relevant.

Helping us to put things right

In the unlikely event that you may be unhappy with certain
aspects of our service, please let us know. We will then
thoroughly investigate your comment, suggestion or
complaint.

We would also like to receive your compliments, as these
help us to see what we are getting right, so that we can
extend best practice across all of our departments.

If you want to make a comment,
suggestion or complaint, you may:

Visit any of our branches and speak to the Branch Manager.

Send a letter to the address indicated in the
“Where to contact us” section.

Send an e-mail to us at the e-mail address provided.
Send a fax to 01932 736 599.

Telephone us on 0800 074 0095.

When we receive your comment,
suggestion or complaint, we will do
the following:

If you phoned or visited us, we will endeavour to deal with
the matter straight away. If this is not possible, we will
contact you within seven working days to let you know
what we are doing.

If you contacted us at Head Office, in writing, we will
acknowledge receipt of your letter within three working
days. We will then give you a full written response within
21 working days or, if this is not possible, tell you when you
can expect a more detailed response.

Where to contact us:

Managing Director’s office
Latour House

Chertsey Boulevard
Hanworth Lane

Chertsey, Surrey KT16 9JX

E-mail: customerservices@townends.co.uk
Tel: 0800 074 0095

Your complaint will be dealt with by the relevant Director
dependent on the discipline involved.

If having received our final response you do not agree with
some or all of our conclusions, you may contact us again

in order that we can review our investigation in the light of
your further comments.

If you remain dissatisfied after the above procedure has
been exhausted, you may do the following:

Appeal in writing to:
Residential Sales & Lettings

The Property Ombudsman Service,
Beckett House, 4 Bridge Street,
Salisbury, Wilts SP1 2LX

E-mail: admin@tpos.co.uk
Website: www.tpos.co.uk

Lettings

The National Federation of Property Professionals,
Arbon House, 6 Tournament Court,
Edgehill Drive, Warwick CV34 6LG

E-mail: info@arla.co.uk
Website: www.arla.co.uk
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