Nova Escalations and Formal Complaints Resolution Procedure

1. Introduction

Moving house can be a very stressful activity and we do understand that, especially
when things do not go as planned. At Nova, we always strive to provide the very best
possible experience for our clients to ensure that we always meet with your
expectations. We also know that, sometimes, we may not meet those expectations.

We value all feedback and if we haven't been able to meet your expectations, we
would appreciate you providing us your feedback so that we may make every effort
to help resolve your concerns through our robust complaints handling process to
make your house move as painless as possible.

We are always committed to providing high-quality legal services to all our clients
while ensuring that we are in line with the framework of the Council for Licensed
Conveyancers (CLC) with whom we are registered and regulated.

We comply with the following six overriding principals of the CLC:

1. Act with independence and integrity.

2. Maintain high standards of work.

3. Act in the best interests of Clients.

4. Comply with duty to the court.

5. Deal with regulators and ombudsmen in an open and co-operative way.
6. Promote equality of access and service.

2. How do we categorise complaints?

21. We distinguish between two types of complaints, an “Escalation” or
“Formal Complaint™

22. In general, examples of “Escalations” include concerns with poor
communication, unclear explanations and simple service failures that leave
you feeling dissatisfied.

Importantly,these are not complaints relating to incorrectlegal advice, or a breach of
the CLC's Code of Conduct
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Examples of Escalations are:

> When you have difficulty getting through to us.

> When you are not receiving a regular update on the progress of your case.
> If you are not getting a proper response on questions asked.

) If your requests are being ignored and not responded to.

> Any issues with your draft completion statement.

2.3. A “Formal Complaint” refers to repetitive service failures, incorrect legal
advice or a breach of CLC's Code of Conduct.

Examples of “Formal Complaints” are:

> Multiple or repetitive service failures.

> Providing incorrect legal advice.

> Errorsinregistration in the Land Registry.

> Any issues with your completion statement.

> Where we are in breach ofthe CLC’'s Code of Conduct.

> Advice that led you to suffer adverse financial or legal consequences.

2.4. Both types are taken very seriously and are handled by members of our
Resolution team, who will investigate and attempt to resolve your
concerns as quickly and efficiently as possible. We will aim to resolve
Escalations within 24 working hours and Formal Complaints within 03
working days of receipt of your dissatisfaction and then agree next actions
with you should there be instances that require a longer resolution time
based on the complexity of the work required.

2.5. During the process of Escalation or Formal Complaint resolution, our
Resolution team will contact you for more information if required and will
keep you updated throughout the process.

3. How do | make an Escalation or Formal Complaint?

3.1. In order to make either type, you will need to do so in writing. This can be
done through the email address feedback@novalegal.co.uk or by filling our
Webform by clicking this link here
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3.2. To help us to understand your concern, and in order that we do not miss
anything, please tell us:

> The type of concern - i.e. you wish to make an Escalation or a Formal
Complaint.

> Your full name.

) Relevant property address with post code.

> Your case reference number.

> What you think we have got wrong.

» What you hope to achieve as a result of your complaint.

3.3. If you are unsure about whether your concern is an Escalation or a Formal
Complaint don't worry, still fill in the form and we will advise you to help
enable you to decide the appropriate route.

4. How will we deal with your concern?

4.1. First, we will assess whether your concern is a Formal Complaint or not.

4.2. We will respond to you within 12 working hours by e-mail or telephone on all
types of concerns to acknowledge that we have received your submission.
There may be instances where we may request for more information if
required.

4.3. If your concern is an Escalation, we will attempt to resolve it within 24
working hours and will contact you to provide you with a proposed solution
in order to resolve your concern. We will enclose a copy of this policy when
we respond to you.

4.4. Should your concern be in the form of a Formal Complaint, we will also
enclose a copy of this policy when we respond to you.

4.5. We will then investigate your Formal Complaint. Our investigation will
usually involve:

> Reviewing your Formal Complaint.
> Reviewing your files, calls, emails and other relevant documents.

) Speaking with the person or persons who dealt with your matter.

4.6. We will write to you at the end of our investigation to inform you of what we
have done and what we propose to do to resolve your Formal Complaint.
Where possible, we will aim to do this within 3 working days of the date of
our acknowledgement, but if we cannot respond fully in that timescale, we
will update you on the investigation and when we anticipate it being
completed.
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5. What if you are not satisfied with the outcome?

S.1.

S.2.

5.3.

s.4.

Rest assured that we will make every effort to address your Escalations or
Formal Complaints to resolve your concerns. Our Resolution agents are very
committed to ensuring that we provide you with a positive outcome where
possible.

If you are still dissatisfied and/or we have not been able to agree next
actions, and we have provided you with our final response in relation to your
complaint, you may then escalate the matter to the Legal Ombudsman.

Please note that the Legal Ombudsman will only consider complaints that
have been escalated to them, within the following time limits:

- one year from the date of the act or omission complained about, or

- one year from the date the complainant should have realised there
was cause for complaint.

- The Legal Ombudsman have discretion to extend the one-year time
limit in exceptional circumstances.

You can contactthe Legal Ombudsman:

) By post: PO Box 6806, Wolverhampton, WV1 9WJ
) By telephone: 0300 555 0333

) By email: enquiries@legalombudsman.org.uk

) Minicom: 0300 555 1777

You must usually refer your complaint to the Legal Ombudsman within 6
months of our final written response to your complaint and within 1 year of
the occurrence of the act or omission about which you are complaining (or
within 1 year of you becoming aware of it). Further details are available on
the website: www.legalombudsman.org.uk

6. What will it cost?

6.1.
6.2.

We will not charge you for handling your complaint.

The Legal Ombudsman service is free of charge.
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