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Complaints Policy
Estate Agency Name: Tidal Estates and Lettings Limited 
Effective from: 01/08/2025

1. Purpose of this policy
We are committed to providing a professional service to all our customers. However, if something goes wrong, we want you to tell us so we can put things right and improve our service. This policy explains how you can raise a complaint, how we will handle it, and what to do if you remain dissatisfied.
2. What is a complaint?
A complaint is any expression of dissatisfaction, whether oral or written, about the standard of service, actions, or lack of action by this agency or its staff, which requires a response.
3. How to make a complaint
You can make a complaint in any of the following ways:

- In writing: 135/6 Walter Road, Swansea. SA1 5RQ
- By email: info@tidal.wales
- By phone: 01792 48300
- In person: At our office 135/6 Walter Road, Swansea. SA1 5RQ

To help us deal with your complaint quickly, please include:
- Your name and contact details
- Details of the property/transaction your complaint relates to
- A clear description of your complaint and what you would like us to do
4. Our complaints process
1. Acknowledgement
- We will acknowledge your complaint in writing within 3 working days of receipt.

2. Investigation
- Your complaint will be investigated by a senior member of staff not directly involved in the matter.
- We may need to contact you for further information.

3. Response
- We aim to send a full written response within 15 working days of acknowledgement.
- If the matter is complex and we need more time, we will let you know and provide an updated timescale.

4. Final response
- If you remain dissatisfied after receiving our response, you may ask for your complaint to be reviewed at director/partner level.
- We will provide a final written response within 8 weeks of receiving your original complaint.
5. If you are still not satisfied
If you are not happy with our final response (or if 8 weeks have passed since you first complained and the matter is unresolved), you can refer your complaint to our independent redress scheme:

The Property Redress Scheme]
0333 321 9418
https://www.propertyredress.co.uk/

You must refer your complaint within 6 months of our final response.
6. Record keeping
We keep a written record of all complaints, responses, and outcomes for monitoring and training purposes. This helps us improve our services.
7. Availability of this policy
This policy is available:
- On our website
- On request from our office
- As a printed copy at our premises
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