
Robert Aston & Company 
 

COMPLAINTS HANDLING PROCEDURE 

 
As licensed Estate Agents we are required to have a publicly accessible complaints 

policy, including an in house complaints procedure, and be members of an independent 

redress scheme.  The Property Ombudsman is one of the appointed organisations to 

operate such a scheme, of which we are a member. 

 

IN-HOUSE COMPLAINTS PROCEDURE 

 

In the first instance complaints must be put in writing to the Complaints Handling Officer 

at Robert Aston & Company, detailing the nature and circumstances of the complaint.  

 

The Complaints Handling Officer will acknowledge all complaints in writing within 5 

working days. 

 

The complaint will be passed to Mr Matthew Carlton (Managing Director) who will 

contact the complainant within 3 working days to acknowledge the complaint. 

 

A proper investigation will be promptly undertaken and a formal written outcome of the 

investigation will be sent to the complainant within 15 working days. 

 

The Directors of Robert Aston & Company will also consider whether our working 

practices need to be amended in order to prevent the occurrence of similar complaints in 

the future. 

 

If you are not satisfied with the outcome of the initial investigation or if your complaint is 

in relation to Mr Matthew Carlton (Managing Director) directly then your complaint 

should be directed to Mr Robert Aston (Director). A formal written outcome of the 

investigation will be sent to the complainant within 15 working days. 

 

STATUTORY REDRESS ARRANGEMENTS 

 

Should the complainant not be satisfied with the final outcome then they can contact The 

Property Ombudsman.  

 

The Property Ombudsman can only take a complaint if it is referred to him by the 

consumer within six months of our company’s final decision. 

 

The Property Ombudsman will investigate and reach a decision based on the evidence 

available to him, on common sense and what appears to him to be fair and reasonable in 

the circumstances. 
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