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Complaints Handling Procedure  
 
As a regulated RICS firm, we have in place a Complaints Handling Procedure (CHP), which meets the 
regulatory requirements. Our CHP has two stages. Stage one of the CHP gives our firm the opportunity to 
review and consider your complaint in full. Our firm will try to resolve your complaint to your satisfaction. 
If you are not happy with our response, you will have the opportunity to take your complaint to stage two. 
Stage two gives you, the client, the opportunity to have your complaint reviewed and considered by an 
independent redress provider approved by RICS.  
 

Stage One  
 
If you have spoken to us about your complaint, please put the details of your complaint in writing. We ask 
that you put your complaint in writing to make sure that we have a full understanding of the reasons for 
your complaint. Please send your written complaint to your local office: 

 
BERWICK UPON TWEED  

N H Parmenter MRICS FAAV 
Edwin Thompson LLP  
44-48 Hide Hill  
Berwick upon Tweed  
Northumberland  
TD15 1AB  
Tel 01289 304432  
Fax 01289 302027  
e: n.parmenter@edwin-
thompson.co.uk  

CARLISLE  

J G Raven FRICS  
Edwin Thompson LLP  
FIFTEEN Rosehill  
Montgomery Way, Rosehill  
Carlisle, Cumbria  
CA1 2RW  
Tel 01228 548385  
Fax 01228 511042  
e: jg.raven@edwin-thompson.co.uk  

WINDERMERE  

J Haley BSc MRICS  
Edwin Thompson LLP  
23 Church Street  
Windermere  
Cumbria  
LA23 1AQ  
Tel 015394 48811  
Fax 015394 48916  
e: j.haley@edwin-thompson.co.uk 

GALASHIELS  

S J Sanderson BLE MRICS  
Edwin Thompson LLP  
76 Overhaugh Street  
Galashiels, Selkirkshire  
TD1 1DP  
Tel 01896 751300  
Fax 01896 758883  
e: s.sanderson@edwin-
thompson.co.uk  

KESWICK  

S Kubasiewicz RIBA 

Edwin Thompson LLP  
28 St John’s Street  
Keswick, Cumbria  
CA12 5AF  
Tel 017687 72988  
Fax 017687 71949  
e: sk@edwin-thompson.co.uk  

KENDAL 
J Haley BSc MRICS 
97 Stricklandgate 
Kendal 
Cumbria 
LA9 4RA 
Tel 01539 769790 
E: j.haley@edwin-thompson.co.uk 
 

NEWCASTLE  

J G Raven FRICS  
Edwin Thompson LLP  
FIFTEEN Rosehill  
Montgomery Way, Rosehill  
Carlisle, Cumbria  
CA1 2RW  
Tel 01228 548385  
Fax 01228 511042  
e: jg.raven@edwin-thompson.co.uk  
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Stage Two  
 
If we are unable to agree on how to resolve your complaint then you have the opportunity to take your 
complaint to an independent redress provider, as approved by RICS Regulatory Board. We have chosen to 
use the following redress providers:  
 

For Consumer Clients:  
 
For complaints regarding valuations and surveying work: 
 
CEDR 
70 Fleet Street 
London 
EC4Y 1EU 
 
Telephone:  020 7536 6116 
Website:     www.cedr.com/consumer/rics 
 
 
For complaints regarding residential lettings, residential property management and residential estate 
agency: 
 

Property Redress Scheme 
Premier House 
1st Floor 
Elstree Way 
Borehamwood 
WD6 1JH 
 
Telephone:   0333 321 9418  
Website:       www.theprs.co.uk    
 

For Business-to-Business clients:  
 
CEDR Solve  
70 Fleet Street  
London  
EC4Y 1EU  
 
Telephone:  020 7536 6060 
Website:     www.cedr.com/solve  
 

http://www.cedr.com/consumer/rics
http://www.theprs.co.uk/
http://www.cedr.com/solve

