
PROCEDURE FOR COMPLAINTS HANDLING 
 
1. A person has been appointed in this office to deal with complaints, and you should 
not hesitate to contact the relevant person. Details are set out below: 
 

Mr David Waterhouse BSc MRICS 
david@stapletonwaterhouse.com 

 
Stapleton Waterhouse 
2 Bar Lane 
York 
YO1 6JU 
Tel: 01904 622226 

 
2.  Where your complaint is initially made orally, you will be requested to send a written 
summary of your complaint to the person dealing with it. 
 
3.  Once we have received your written summary of your complaint, we will contact you 
in writing within seven days to confirm receipt of the complaint. 
 
4.  Within twenty-eight days of receipt of your written summary, the person dealing 
with your complaint will write to you, in order to inform you of the outcome of the 
investigation into your complaint and to let you know what actions have been taken. 
 
5.  If you remain dissatisfied with any aspect of our handling of your complaint, then we 
will attempt to resolve this promptly through negotiations. 
 
6.  If you are still unsatisfied, then you may refer the matter to: 
 

Private Individuals   Businesses/Organisations 
The Property Ombudsman  RICS Dispute Resolution Service 
Milford House    55 Colmore Row 
43 – 55 Milford Street   Birmingham 
Salisbury    B3 2AA 
Wiltshire 
SP1 2BP    Tel: 020 7334 3806 
     Email: drs@rics.org 
Tel: 01722 333 306   Website: www.rics.org 
Email: admin@tpos.co.uk 
Website: www.tpos.co.uk 
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