
 

 
 
 

Complaints Handling Procedure 
 

 
Hadrian Property Management Company Limited is committed to providing a high-quality, 
professional property management service to all our clients. Our Company Policy with regard to 
any complaint is: 
 

 To provide a procedure which is fair and transparent 

 To publish the procedure and make copies easily available 

 To ensure that the process of making a complaint is as efficient and simple as possible 

 To ensure that all employees know what to do if a complaint is received 

 To ensure that all complaints are investigated in a fair and timely manner 

 To endeavour to resolve all complaints at the earliest possible stage 

 To gather information which helps us improve what we do 
 

Receiving complaints 
 
It is recommended that any complaint is made by writing to us at: 

 
Hadrian Property Management Company Limited 

P.O. Box 80, 
Lichfield, 

WS13 6YR 
 
Please feel free to use the attached Complaint Form. 
 
Alternatively, send an email to: 
 

info@hadrianproperties.co.uk 
 
N.B. Complaints can sometimes arise because of misunderstandings and misinterpretations. 
Before deciding to pursue a complaint independent advice can be  sought (e.g., Citizens Advice 
or LEASE).  
 
(Whilst written communication, by either of the channels of communication above, is preferred, it 
is also possible to contact us by telephone 01543 410922) 
 
What will happen next?  
 
We will always endeavour to resolve any complaint promptly and informally in the first instance. 
Experience tells us that the vast majority of complaints can be resolved swiftly and amicably in 
this manner, without recourse to our formal complaints procedure. Should this prove 
unsuccessful then the following stages will be followed: 
 
 
 
 
 



Stage 1 The formal complaint will be acknowledged in writing and the Property 
Manager who is responsible for management of the property in question 
will conduct a full and thorough investigation of the complaint. A written 
response will be sent as soon as these investigations have been 
completed, usually within 7 working days (sometimes response can be 
delayed if more extensive investigations are required). If resolution is not 
reached then the complaint will be escalated to Stage 2. 
 

Stage 2 A Senior Manager will investigate the complaint and a written response will 
be sent as soon as these investigations have been completed, usually 
within 7 working days. If resolution is not reached then the complaint will 
be escalated to Stage 3. 
 

Stage 3 Stage 3 is a “review stage” which will involve a panel involving at least one 
(sometimes two) impartial persons, usually including one of the Directors 
of the Company. At the request of the complainant this stage can take the 
form of a face to face meeting. A decision will be made as swiftly as 
possible and a full written response will be sent within 7 working days. 

 
If the complainant is still not satisfied after the last stage of the in-house complaint procedure (or 
more than 8 weeks have elapsed since the complaint was first made) then he/she can take the 
matter up with the Property Redress Scheme without charge. Contact details are as follows: 
 

Property Redress Scheme 
Premiere House, 

1st Floor, 
Elstree Way, 

Borehamwood, 
WD6 1JH 

Tel: 0333 321 9418 
Email: info@theprs.co.uk 

Website: www.theprs.co.uk 
 

The following channels are also available: 
 
Landlord 
If all stages of the in-house complaints procedure have been exhausted the leaseholder has the 
option of contacting the Landlord.  
 
Mediation 
Mediation uses an independent, external person who will mediate between landlord and 
leaseholder to negotiate an agreement to a dispute. The outcome is one that is agreed by both 
parties, not imposed upon them. It is more informal and cheaper than arbitration. Mediation can 
only be entered into voluntarily by the parties and can be instigated at any stage during the 
complaints procedure. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



HADRIAN PROPERTY MANAGEMENT COMPANY LIMITED 
P.O. Box 80 

Lichfield 

WS13 6YR 

 

Tel.  (01543) 410922 

Fax. (01543) 410944 

info@hadrianproperties.co.uk 
 

Complaint Form 
 
1. Customer details 
 

      Title (Mr, Mrs, etc.)            Family name (surname)                 Given names 

   
 
 

      Street address                       Town 

 
 
 

 

      County      Postcode 
 

 
 
 
 

     Home telephone number       Business telephone  number            Mobile telephone number 
   

 
 
 

     Email address (if applicable) 
 

 
 
 

 

2. Details of complaint 
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