
Complaints Procedure 

Ferhome LTD is an independent estate agency speicialising in residential sales.
independent agent We take great pride in delivering a high level of customer service to
both clients and customers and strive to deliver excellence.

We are a registered member of The Property Ombudsman Scheme

All branch staff will deal with normal day-to-day problems on a one to one basis and will
strive to resolve any issues as soon as possible. In the majority of cases your complaint will
be successfully resolved at this level. If compensation is sought or you wish to raise a
formal complaint, a written formal complaint should be submitted, together with any
related documents, terms of business, copies of emails etc and sent to:

The Director
Ferhome LTD
25 Colquhoun Square
Helensburgh
G84 8AD
E: chloe.ferrier@ferhome.co.uk

Your complaint will be acknowledged within 3 working days of our receipt of your
complaint and your complaint will be investigated by The Director and a reply sent to you
within 15 working days. In exceptional cases, where the investigation timescale needs to
be extended beyond this limit, you will be kept fully informed and an explanation provided.
In the unlikely event that we cannot resolve your complaint your next recourse would be
to contact the Property Ombudsman, (details can be found at: www.tpos.co.uk). If your
complaint falls within the criteria for review the Property Ombudsman will investigate
your complaint. Ferhome LTD will co-operate with any investigations by the Property
Ombudsman and comply with any award of compensation and/or direction made by the
Property Ombudsman that is accepted by you and which is binding upon us. 

Regulatory Body details: The Property Ombudsman Milford House 43-55 Milford Street
Salisbury Wiltshire SP1 2BP Tel: 01722 333306

 



Complaints against a Third Parties & Contractors

It should be noted that Ferhome LTD are not liable for the actions of a Third Party or
a Contractor. However we will investigate any complaint in line with the following
process. Ferhome will not be able to force a Third Party or Contractor to compensate
you but we will investigate a complaint on your behalf. If you wish to raise a formal
complaint against a Third Party or a Contractor who was introduced to you by
Ferhome, a written formal complaint should be submitted, together with any related
documents, invoices, copies of emails etc and sent to:

The Director
Ferhome LTD
25 Colquhoun Square
Helensburgh
G84 8AD
E: chloe.ferrier@ferhome.co.uk

Your complaint will be acknowledged within 3 working days of our receipt of your
complaint and your complaint will be investigated by The Director and a reply sent to
you within 15 working days. In exceptional cases, where the investigation timescale
needs to be extended beyond this limit, you will be kept fully informed and an
explanation provided. In the unlikely event that we cannot resolve your complaint to
your satisfaction your next recourse would be to contact the Third Party or
Contractor in question and pursue your complaint with them directly.


