
 

We’re sorry! 
That you are unhappy with the service you have 
received, tell us how you want us to put it right. 

This is our customer complaints process 
 

As hard as we try, we might not always get it right. Hoults’ customer complaints 
process is designed to ensure that if you have a complaint about our service, we 
can swiftly make sure that your concern is heard and escalated to those that can 
help resolve your complaint. 

We aim to resolve any complaints within eight weeks of first notification. 

Contact us right away 

To help us deal with your complaint, it is important to provide us with the full 
details and tell us what you would like us to do to resolve it. 

For data protection purposes we can only deal with you, our customer, however 
if you aren’t able to make the complaint yourself you can ask someone to make 
the complaint on your behalf. This will need to be confirmed to us in writing. 

Your move manager will register your complaint.  If you call us we will try to 
resolve your complaint on the telephone. If we can’t do this, we will agree with 
you what we can do. 

In some cases, we may need time to look into your complaint or ask you for 
additional information. If this is the case we will let you know and keep you 
updated as to when we will be able to provide you with a detailed response.  

If your Move Manager can’t resolve your complaint, we will review it and 
escalate to a Customer Service Manager. If your Customer Service Manager is 
unable to reach an agreement with you, your case will be escalated to a Senior 
Manager. 

A final view point letter 

If you still are unhappy having gone through the process detailed above, we will 
send you a final view point letter. Our letter will include a detailed explanation 
on our findings and the reasons for our decision regarding your complaint. It will 
also include our proposed solution or settlement if appropriate.  



 

The Property Ombudsman 

If, having received the final view point letter, you remain unhappy, you can 
escalate the matter to an objective party, the Property Ombudsman.  

The Property Ombudsman is a fair and objective party and has the power to 
resolve the matter and ultimately will decide the outcome of your complaint, the 
final decision is binding. The Property Ombudsman can’t deal with complaints in 
relation to the sale of insurance products or in relation to insurance claims.  

Our customer complaints escalation process 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

Contact The Property Ombudsman on 01722 333306 

Contact us immediately and we 
will try to resolve your complaint 

quickly and efficiently 

Unresolved: We will send you a 
final view point letter detailing 

the facts 

Resolved: We will write to you 
with details of our agreed 

settlement 

The Property Ombudsman is 
empowered to settle any 
unresolved complaints 

If unresolved at first contact, 
your complaint will be escalated 

to a senior manager 
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