
Compl.inl a6oul your li.n by M! N KlGl.rkott FDilRrwc

As you may be awarc. we have reeived a @mp arnt lrom Ms Kosle*olte. Dl
Rawe The case has now b4n passed to me lor invesligaton and lwould be happy
todiscuss(wlh you in mo@d6t.i etany stage

lunde6tand lhal Ms K 6le*one.oll-Rare iElrlcted yourtim in Aususl20031o
ass st wnh a 3eryice chaqe d spure wlrh her La.dlod. Ms Klo$erkoier Drt Ra@
has ben a le$eeand pemanenl res dent of her llat a( Jelle6oi Housetor 18
rea ts  t f  JJ l t  ?002 \he . -d rheorhe resae l rso lJe lesonHoLse e@ve!  a
seto c.l"arge oenano r rre s-m o' e 4 4oo 19 eacl'.'or f a o reod r *o4s wach ^\

Asnany residenls objecled lolhe sery € chaee demand, the Land od Sle
seMces, made.n app icarion ro rhe Leasehod valuation Tibuna (Lw) lo
determ ne whelherihe totalsum demanded (1736 206 00) was reasonable A tnsl
anumbef ollheresid€nlswerernvolved bulbythelimeotlhelirslhearngin
Febtuary 2003. Ms Klostef{oneFDil-Rawe was lhe on y resdenl chalengi.! Sleel
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Ms KlosterkoiletsDilRawe represenled hercelflhrcloh lh6e pro@enings and was
suc€sslu n achreving a reduclion in the sum demanded. InAuglst 2003,lhe
La.dlord then.eqlesled a case managemenland summary heanng a.d Ms
K oslerkoteFo t'Rak nsttucled yourfirm to reprcsnl her at lhe heaing sel lor26

Ms Kloslerkofteroil.Rawe €r*s a number ol codplainis aboul lhe way lhat Ms Lisa
McLean and Mr Richard Twyman of youriirm hsndlod herca*

I have considered lhe rnfomal on we have re.eived from Ms KlostelkoneFDil-Rawe
weare lnab le todea lw lh  a  n lmbero l lhecompantsshe has  ra ise !  and lhave
advisen her ol lhe reasons lor this

I have nol reached any @nclus ons al lh s slage and now need your lomal esponse
lo lhe ssues *l oul below



In rhe neaniine if you come to some other agremed dnet with the compla nant

F.ilur€ to follw l$kuction3

Ms K oslerkoteFDlRawe fels thai lhere were a number of oc€s onsthroughout
her relaLner ulh yourlirm, when her insiruclbrs rere ignored or not loll@ed

Having done her own research, Ms Kosle*one.ol Rawe lei thal lhe Pad 36 offer
frade bv Ihe c aimanls was not comoriant with lhe cPR Guide i.es she raisen th$
issue in herlax daled 13 Novembef 2003 and asked her so icitor to dea with this
she stales lhal her iislrucl ons were completely iqnored andlhal nerh€rMr
Twyman or Ms Mclean addrcssed lhisissue

t is a manerforlhe so icitols profess ona judgomenl lo decde how best lo dea wnh
a case and il w Twm.n a.d Ms Mc€an consid€red ltut th s was (e evanl to Ms
Koslo*oft€FDl-Rare's €se I co.srderthal woud be reaso
to have adv sed her ol this and 1o have explamed ihe reasons why

Plea* 6nlim whetherlhe so icitoB responded lo Ms K oste*oteFDl-
Rawesfaxda le !  13Novedber2003 a .dp leaseprcv ideacopyo lyouf
far / lefter / o-maLlas eviden@ of this

Please ontim rhetheraiv stels were iaken n reratDn lo lhe 6sues
rasednlhBfax Aqan | @uld ask yo! to provide documentary
evid€nc rn slooort of vour @mments

l. the eve.l lhatihe soricitoB cons dered tharlhe ssues €ised @re
irerevant. please prov de eviden@ rhal lhey sdvised Ms K osle*ollerD I
Rare ofthis and thal lhev exD a ned lhe.easons for il

Ms K osrerkotleD lRawe stales lhal underlhe lems or her eaee. requosls lor
advance payment had to be cert ed by an accounlant sheslaleslhatlhshsdnol
been done and she iherelore raFed ih swilh your fim on a numberol oc€sons. rn
pan cubr ar ihe meering on 2a oclob€r 2003 aid n her lelter dated 3 sep(ember
2003 She slal* thal ihe solrcrlors lar ed lo deal with lh s issue

P ea* orov de vouf commenls in rc al on lo this complai.t w lrr
slpportino ev dence wherc possible



Ms Kroste*oner DilRa@ co.sdered rhar rhe Landlod was not able to charge \/
nlerest on the sum due as lhe wo(s had not yet daned Agan sheslateslhalshe /\
raBed th6 $!e wilh lhe so icrlor bltlhal shelare! toaddre$ t

. Plea* pro!de your comments n re al on lo this compla nt slh
slppon,ng ev oence

Ms KloslerkolteFod'Rawe slales thai on thr@ separate o@asions she requesled
thal the drall reply ro CKFT be sentto her rrstfor herspproval refer to her letler
dated 7 Novemb€r2003. herlaxdaled 13 November 2003, and here-ma .ko
dated r3 November 2003

oespite her insttuct ons Ms Kloste.kotte. Dt Rare siates that the d6ft reply was
sen l lohef  l0minutesbe loe i twas lobesen l toCKFT aso.  lwassn lbve-da l
and she oay therefore not have read ( on lhal day

Ms Klosle otler Dl Rawe was unhaDpv wlh lhe contenls of lhe d6fr delen@. as
ssues she had asked 10 b€ ncluden had.ol be...nd issues which she alred dd
nol need to be incuded hadbeen nclude! She lheeroe senl a tax back 10 Mr
Twyman al4 20pm. wilh n one hour of Geiving his e-frai rarsrng her cone.ns
She slales lhal she received an e-m.i from MfTwym.n.t3 57pm lhelollowng
dav 14 Novembef2003 He exDlained lhathehad nol re@Nen Ms K osterkolte.O I
Raweslaxunli 5 37Dm bv wh ch i me the drafi had been seni

Ms Ktosterkotler oit Ra@ states that at a meet n! with colnse on 28 oc]obe.2003,
twas ag@edthal nteresl wolld nol be paid, bul slales lhal Ms McLean lhen agred
toacond l ion lha t  n te res two l ldbeoa id  on  13November2003

Ms KloslerkoneroilRawe rai*d (his issue with Ms Mclean a.d siates that in her
responsedaled 13November2003 MsMcLeansaidlhailhiswasanargumentlhey
could .aise if rhe matref pro@enen Io tf a . bur rhar lor the purpose oi sen ing rhe
case.lhe mler€sl shou d be paid

t Please conme.t on the above alegatDns. Pleasealsoprcvde
documenlary evdence in suppon ofyour comments wlrere possb e

(e)contenrs ot the Reply

Ms K oslerkotleFDlRawe was uihrppy wlh lhe @nteils oflhe reply senl lo CKFT
on 13November2003 Shesta tes tha la t lhemeetngon2Soctober2003 lheyhad
aqred whrch issues would and wou d nol be Lncluded, bul lhe contents ol the ddn
documenls d d nol reflect whal had been agr€ed

. Please provide your commenls in relation lo lh s comp arnl, willi



r Plea* conim whelhervou did re@ive slch reruesis ffom M3
KlosteftotterDil'Rawe

t Please @nlim whelher any aclion was ieken by yolr f m to dea with
mese requess

t Again lmaybelhal n her polessionaltudgemenl M3Mclean
consdercd lhar a funher reolv to GKFT would nol be n Ms K oste*on€F
Dit.Raw6 s inlercs{s Insuchcases lwoud be reasonable to exp€cl rrer
lo hav€ wrtte. to her client e& a ning lhe easonsforlhs Please
conlirm wheher this @s done. Aga n.lwould ask you lo provde
documenlary evidence ln suppon ofyourcommenls

{s) Apprlcatlon under 3.clion 20 (c) ol rh. Landlord & Tona.tAcl1965

Ms Klosterkoner Dil Rawe slales thai on 23 Api 2003 lhe lasl day of the LVT
heaing, she was advised ihal the aidord steelsetoi@s woudnolchaqeherlor
rhen bga cosis bul lhal they wou d charge other reside.is ot Jefte6on House

Ms K osielkoltq D l-Rawe th3relore made an apol€i@n lo lhe T buna.3nd asked
MsMceanloassslherwthlheheaing She stales lhal MsMcLean ignored her V
instruclons and madelhe spplicalion ony lof Ms K oslerkotleFDt.Rawe3 benelit /\
rarher rnan for he benel'lorallre reroels ol Jece60_ 90u3e

Ms K oslerkotoro -Rawe stales lhal she raised herconcerns by fax daled 18
Seplem ber 2 003 lo which Ms M clea. responded the lollowin g da y
Cotr$pondence conl nued a.d Ms McLean encouraged Ms Klosteftotte.Dil Rawe
lowi thd6wherapp l ica l ion  I  amunab le toconsdef  whe lh€ . lhsadv€was lhe
corecl advice, a5 I s nol within the ilnsdicl on ot lhis otlice lo do so Horever, am
able to consider whether Ms KlosieftoneFDlRare wes adv sed apprcpnaley

{t Reqoe.B for anolher .eply lo be senl

As Ms Krosrerkoter ot Ra@ was unhappy with rhe €ply sent ro CKFT on 13
November2003 she states lhat she wrole numerous letlers to Ms McLean
equestng lhat a tudher €ply be sent she staies lhai she exchanged
corespo.dene wlh Ms Mclean for a peiod oitolrweeks i. re alon to lh s issue
bullhat Ms Mclean Gfused to dealwlh il

Ms Klostedoter oilRawewas deeply concerned at lhe prospecl lhal lhe olher
resdents of Jefier$n 8ou* may be iableto pay steelseto'es legalcosts and
ihel is unde6tandable As she had been ihe only lesse who a.led aga nsl sleel
seM@s she tace! lhe prospecl ol ega lhrcarsfrom al olthe other res denls she
therclore made severa lunhe. requests lo Ms Mclean lor the appLication to be
lo owed lhrough on behalofalllhe.esdenB she slales thal h€r requests were nol

Ms Kloslsrkoti€Fo l'Ra@ siales thal allef weeks of dislress and hours of wo.k she
let that 3he had no choice bli lo withdraw hef apDrcal on

t Please provde yolr commenls in re ation lo this complai.l Inpancular L
wolld askvou lo Dfovide elldsnce lhat Ms Kloslerkoner Dll Rawe was



advi*d of the reaso.s why Ms McLean lell thal the applicalion sholld be

Ms KlosierkofteroilRare slaies that on 3 Seplember 2003. !2,255 07 was pad io
CKFT and she staies lhai she aske! Ms McLean how she and Coun*lhad a( ved

Ms KlosrerkoneroilRawe $ates thai furlher coirespondei@ was exchanged
behrce. Ms McLeen a.d heGell in re atoi lo lhis issue, and thal Nls McLean li.aly
.dmined lhat she could nol remember how the sum wa6 amv€d al

Ms Klosle*oner Dil Ra@ slales that Ms McLean agred locheckwlh Counsel and
get back to her. but stalesihat she has sii I not reeNed ihis rnromaton

t Please provdeyourcomments in reation lolhbcomplainr In pancubr. I
would ask you to corfirm wnether ihe ca culaiion was provided to Ms
Kloste.klletsoil-Rawe l. the eve.l thal lhB has nol vel ben Drov ded
olease coilim whether vo! aG able to orovide I now

(i) Erp.i.nc€d Soliciror

I can s@ irom the niomalion orovide! bv Ms K oslerkone. D I Rare lhal she made
several equests lo your lirm lorhefcaslo be hrnded by a more expeienced
solctof I refef in Dadcllarloh€r etterdated 3 Seoiember2003 | can notseelhal
lhiswasdone Ll appe.rc lhal lh6 €s contrnued to bedeahwth by MsMcLean,
who was superv *d by Mr Twyman As Ms Klosle*oller D(-Rawe, w.s cbany nol
happywi th ihsa f tngemenl  l lee  lha tyouf  l i rmmayhavebeen.bo lodomore to
arange for lhe li e lo be lransfercd lo anotherfe-earner

! Pease confm whelher any amigements @e made lorlhe tile lo be
I ra. sfered to an a le halive fee-ea her or whethef d tlerenl atang e ments
were made for the supeNson ofMs Mclean s rcrk

.  I t i iwasnotpossb le fo .ano lherso ic i to ra lyour l i f r  lodea lw lhrhe€se.
please conlim whelherMs K oslerkotleFoilR.@ @s adv sed ot this.
Ms Klosterkoner Oit�Rawe Ie[ lhal her inslruclions rere being gnored.
and il would be reasonabe io expecl you to have written to her exp a nrng
snry l was nol possible lor a more experience! solicitorlo dea w(h hef

2 .  Fa i l lE roAdvbe

Ms KlosterkotleroilRare states that tus Mclean iailed to adv se herlhal lhe
claimant s Pan 36 Ofie. wa. nol complGnr with CPR guide m€s. asthe ofler was nol
supported wth enough nlomaiion

r P ea* conf m wherner Ms Klosler^onerotr Ra@ *as adv red o' lr's



M3 Kl6le*oterDl-Rawe leels lhal lher6 were a numbef ol Denods of delav n her
ca* be ng deaLl wllh, and bl each ol lhese be ow lwoudaskyouloprovdeyour
@mments n G at on to each ol lhes and lo provide documentary ev dence i.
support ol your comm€nls

Ms K osleftonetsD(-Rare slales lhal by drcclion ol lhe Colrl slandad
d sclosure ofdocuments had lo lake p ace by 4pm on 19seplember
2003 and exchange of wtness statements had to lake p ace by 21
oclober2003 she slatesihat lhe* tfre mits had to be enended. as
Ih€so lc lo rwasun.b le toconDv.  shes ta tes lha teventhen he f
Wilness Sblement was subm fted almost 2 hou6 ate

Ms KlosterkofterDilRawe siates thal Ms fiicLeen warled 7 @ks belore
giving hef ledback on herwhessstat€me Evenlhei she siales thal
shechaed Ms Mcloanforthis by lelter dated 12 Oecember2003. as
lhG was lhe date ihal they had agredlo exchange s(atemenls

Ms K oslerkollerD lRawe slales thal on 7 Novembef 2003 she senl her
d.afi eolv lo lhe C a manfs offer lo Ms Mclean. so ihat it @u d be
check€d by Coun*|. MrTwyman then nfomed Ms Klosierkoieroil
Rare on 11 November 2003.lhat he was sending lhe rep y lo counse.
and he hooed lhat coLnsal would have the tine lo l@k al il as lhe t nal
document had to be sen( on 13 November 2003 As lhe dead me was so
iastapprcaching Ms K oslerkoteFo 'Rawe asks why the documenl was
nol sent innediale y, bul 4 days alq GsulrnginCou.selnothavm!
sufticient lime lo considef it

Ms Kloslerkofteroil-Rawe states lhat on l2 Novembef 2003 sh.wasvery.etoous
and d srrssed as ihe deadlne for €pyinglo lhe Pan 36 olt6r was ihe followi.g day
and she !rcenty needed lo speak lo Ntr Twyman in relalion lo lh s Sh€sbiesthal
she ca led your offes. and was advised that ltllf Twyman would be oul of the ollice
allday Ms Kloslerkotero lRawe slates that she lheretore asked to speek wlh Mr
Twyman'ssecelarybulshewasunavai.ble sheslai€slhatshebnamessagelof
herto cal her back. but her ca I

4 ra'luro lo R6pond

Please @nfrm whelherMs K Gle*oneFoil.Rare did leave a message

Please mnlim rh€ther Ms K osierkolter 0 t Rare's le eohone ca I wss
rcrurned and provide a copy of your alle.dance nole a3evd€nce



(b) Th€ wiin€s! Stat n€ni

Ms Klosr€rkofteFoilRawo slares ih.t on 12 oclobef 2003 shewrcteto MsMcLesn
asking for adve about how her Witness stalement should b€ drafted, and wholh€r
lhere were any panrcllar ru es she shou d lo ow She states lhat she rseved no

O.@Ms KlosierkotleFoit-Rawe provided her complele w tness Slatemenl, Ms
McL.an adv sed her lhal lcould nol be senl lo lhe clamanls as I was nol n lhe

. Plea* .onfnm whether you did re@ive Ms K oste*onerDit-Rawe s bner
daled 12 Ociober 2003

. Ple.s connm whelher you.lirm responded lo the etler &ted 12
o.tober 2003, and provlde a copy ofyour leirer as evdence

' In lhe event thal you ta led to respond to the eller, wou d ask you lo
explain ihe reaso.s why

5 FaillEto Providoadoqqat. coll! Infomrtion

Ms KloslerkonerDd-Ra@ slales lhal over a 5 @ek per od she msdeseveral
req uests lor .. eslr mele ot ihe ike y costs tor deal ng with her case

She had paid €3 000 on accounl of cosis and was anxous lo se how her money
wou d be spent, and whelher she wou d be requ red to pay doe

By efefdaled 28Algusi2003. Ms Klosiedotte.Oil-Rawe rellesied an esumale ol
costs she srates ttui Ms McLean responded by ener dared 1 september 2003
she exp a ned lhe cosls ncur€d sol* ard thesum held on ac@ud buldrd not
give an estmate ol the lutue costs

Ms KloslerkoherD lRare thereloE wrote sgaii on 3 Septenber 2003 Ms McLean
rcsponded on 3 oclob* 2003 .lmostiive reeks ater again she did iot provde an

lwould reter you lo Prnciple 13 02 of ihe Gu detothe Proless ona Conducl or
SocloB. 1999 3'" Edlion:

'4 Advan@ casts lnlmation

(a) fhe solioilat should give tha ciient the best tnfanation possble aboul lhe likely
aveell cosls i.cludi.g a brcakdown between fees, vAf and disbLreenants

(b) The sotrcTor should dplain cteady ta the dient the tine tikely to be s.€nt in
dealinq wnh a mafter, t tme spent is a factor n lhe alculali@ af lhe lees



(c) Giting lhe besl nlomatkrn possible includes:
(i) agteeng a lted fee; or
(t) giling a realislic estmatet u
(tti) giling a frccast thin a passibla rcnge olc6ts:al
(N) explainng to the client the reaens why n B nat poslhle ta frx,

ar gile a rcalislic estmat. ar fareast of the ovem c6ls, and
giting nslead the besl ktonatia, passibh abaul the @9 or
the next slage of a nallel

(d) Ihe soLcnar shauld, n an apqopiate ms, axplain ta a Uivately pqying dr6nt
that tha cliqnl may set an up@r linl an the lim s @sts lot which tha clbnt nay
be tiabte without lulhet authqity Salicitus shauld not ex@ed an aq@ed tinit
wnhout fiBt oblakhg lhe clehl s 'hsenl

(a) Ihe solrcnar shauld naka it cleor at lhe outsel n an estinale, q@tati.n ar alhd
indic.tion al 6sI is not intended to be lixed

. Please prov de a copy of lhe Cl enl Care Lener *nl lo Ms Klosterkoier

t Pleaseprovdecopiesofal b ls senilo Ms KlosteftoiterDi-Rawe.

t Please provde copies of any costs nfomation slch as elimales ot
@srs. given to Ms Kosre*ofteFDl-Rare

t Pleaseespondrorhscomplainlspeclicaly. provding documentary
evide.@ n slppo.t of your @mmenG where poseble

Ms K osle*one.Dl Rare slales lhat by bnef d6led 24 Seplember 2003 she wes
adv sed lhal Colnse s iees euld be 150 + Vat, bul thal she was lhen charced

. Pleaseprcvide a copy of your leller daied 24 Sepiembd2003

! Pleaso conlirm thetolalfees pad to Couiel

r Please provide yod comments in relalion lo th s @mp ainl, with
supponrng evoen@

Ms K osteRonei Dt Rawe has dentifed a numberofe(oBin lhe handling ofher
e* which refer to be ow

Ms K osierkonerD lRawe states lhai on Form N265 MsMclean had ente@d Ms
KloslerkonoFDit.Rae as lh6 Claimanl



Ms Kloste rkoner oit-Rawe slates that s h e pointed thB out to MsMclean by eters
dated 23 seotenbe. 2003. 29 seotember 2003 and 2 o.lober 2003

Ms Kloslerkoiler oit Rare slal6 that a3 Ms McLean la ed locorecltheeror she
msdelhe amendfr enl hersrf

! Please contim wnether you rcce ved Ms Klosle*olle.o l-Rare's etlers
dated 23 seplember, 29 septeober and 2oclober2003

. Please co.lirm whether any aclro.waslaken by Ms McLeanlo 6rect
lheeroron the lo rm Peaseprovdedocumentaryev iden@nsuppodof
yourcommenls

(b)lncorEct Fd Number

Ms Klo st€rkofteFDi! Rawe states t h al she w@le lo Ms Mclean on lhr€e *parate
occasions ask nq hs ro stop sending lares to her al wo Ms KloslerkotteFo '
Ra@exp la ins iha l tho lsandsof  peopewof t  rnhero i i@ a idshed id  no lw ish lo r
her per$nal docum€.ls io be crcu aled €usng her embanassment

Ms Klosledolter Oil-Rare slales that l'rs Mclean ignored her req!€ls.nd
contnued to send @trBspondence lo lhewod tax number

l@uld  re fe ryou loPrnc ip le160 l  o l theGulde lo lhePro fessona Conduc lo f
so ic ors r999 8ri Edllion

'A &ticilot is undet a dut to keep canldenltst la his ot her fim the atrans at chenls
and to ensLB th6t the statl do lhe sane

. Please p'ov'd- Vo-r .onne-ls i 'elJlion lo lh s @.p a'{

r P ease conf rm whelher your f m re@ived Ms Klosteftoie.OirRawe s
requests lor taxes lo be senl lo an alsrnaiNe iumber

' P ea* confm wheiher lares werc sl ll sent io l\,ls Klosle*ollerDit.Rawe

{c) Leter dated l0 Nov.nber2003

Ms Kroste*onero l-Rare slales that by elterdaled 18 November 2003 Ms Mclean
advisen hef lhatlhe repy lo StelSetoices had nol been snl Th€ reply had in facl
ben *nt some days earlier



7 Alleoarlon ofbrlnglnotho Proi6..ron Into 0kr6put6

(a) Bullyinoand Inrinld.tlon

Ms Klostedotrero Rawe @nsiders thar she was bu l€d and i.rim dared by M.
Twyma. and Ms Mclean throughoul lhe case lo makedecisions agarnsl herwll
she leets thalthe soticitors took advaniage ol her tack of knowedge and erpe.e.@

wou d Gler you lo Princp e 12 09 ol lhe Glide to the Profssionsl Condlct ol
Solicito6 1999. 6' Edition

'A salicltot nust not abus the soli.itar / .tbnt fid@hry etationship by teking

1 A elicilor frusl nol abue his at her posilion lo erplail a clbnl by lakkg advantage
ol a ctiehts age inexpenen@ itt heatlh want al edu.ati.n ot busiress expatiene,
ot enalianal ot alhet lulnetabilily

. Ths 6a * ous alegalon olprofessional msconduclwhichwl .eedlo
be supporled with stro.! evdene if lam lo @ndder it iunher bu I
would be h€lpful al rhls slage fyoucouldprovdeyourcommenls n
rc.ion to the mmplainl

{b) Far dar.d 13 November 2003

I refer ro rhe d6fi rep y discus$d in 1 (d) above Ms Klosleftoneroil Rawe
.on ide$ lt6l Mr f||yman lied by sqying that (sha) fax.d htn the dEIl d@unenls
with (helnnnents at 5 3Tpn she slaies thal the lax was n tacl sent one hour
ea rer and lhal ths fax mschi.e showed the mcorecl lime

Ms K oslerkoilerD l'Ra@ staies thal she senl a lax to M Galaghereanier that day
a l91 lam.  and lhe  fa r  record€d a l ime o f  1011am Horever  shere@veda
responseat r0 l2am Asrher*ponsewasverydet . ied  andqu lea leng lhye f ra l
t wou d have laken longeflh.n one minure for I ro be drafred and sent. shestales
lhal lh s proves lhat the fax machine was re6d ng lhe wrong rime

lwould refer you lo Rule 1 of lhe soliciioG'Pdc.l c Rlles 1990:

'A elicitu shall not da anlhnq t ahe cor.se ofp.acft,ng as a salt. ar, at pflit
qnolhet person ta da anylhing an his at her behall, which cfrptfibes o.,irp6h or
B hkely la $mptuni@ or inpan any at the lalt wing:

(a) lhe eli.ilofs independerc ot ktegdly:
(c) lhe elbnot's duty la acl in the be.t inleests at the cl6nl:
(d) the goad repute al the soticnot ot the soticitafs pbfession:
le) lhe elicilols pbpet slandard olwotk

. Pesse provide your@frfrents n relat o. io ihrs compla nl wnh

1 0



Ms KosteftoneFDilRawe siates lhal sh€ sBnl a €{ter of comolsinl io vourlirm
daled 2 De€mber2003 lo which vou rcsoonded on 13 Decomber2003 Ms
K oslerkonerod'Rare consdeElhal you taied to addresslhe specilic poiits she
raised in her bner. bul you insisted lhal she had eilered. b nding agreementwith
CKFT and lhatBhecolld nolchanqe I

. Pease provide your ommenis n relal on lo lh€ comp a nt. with
supponng ev dence

Ouram is lo encourage bolh padesloEsolve complenls by agreement. llyou
mud ike lopLx toNadaproposa l roconc l ra le th iscomplan t  woudbehappy lo
hep al anylimedurin! lhe nvesligaton

lwilneed your delarled responseto each ol the Fsues havelsled wllh n 14 days ol
theda leo l lh is  e l te r  Wedo equneyo!  locompywlh  lh is lme l im i l .  so lh3 lwecan
make progr*s on lhe invesiig.toi withoul lurlher delay llyou have a panicuaf
d f ic l l t y rncomplymgwlh lhe l ime l im i lpea.e  e tmeknowthercaso.and lw i l
@nsiderwhetherto lranl an eneNion or nme

ll simpo.lantlhal you send supponing documental on, as sei oulin lheanached
Check Ft You shoud nole thal your respon* may be in.oeoraled inlo6nofr€
reporl eading to a tomaldecision Pease a so note that yolr €py may be
d sclo*d lo lhe complainanl and I may also be seen by the Lega Seru e3

t do nol reeive a €sponse from you I wil have to wo4 wllh lhe nfomalron on li e
llpoinlsrais€d byihecompananl hale nol ben addresed explaine! or
conl€dcled byyou re may consider lhat lhe b. ai@ ol ev dence means thal lhose
ssues a€ proven or have be. co.ceded by you

P ease ensufe thal you read lhe enc o*d lnformalion Sheet, wh ch sels out your
ob iqatons a.d prov des inponanl i.tomalion about ou porers and pro@dures

Fa ue tode. lw lhcomplan ts  o r to respondpro f rp ty toourcorcsponden@ may
eadlo dsciplrnary aclon (ormcreased compensalion I I s found thallhe
protessio na I seryice yo! have prcvided lo a c ient is inadeqlale )

Oncemyinvesligal'on s@mpleled themanermayb6r€fercdforedjudcatonand
yourexpbnalonwil betaken inlo ac@unl nthe decsion.eached Itad€cEion s
lakenio nstitute discD inary proced ngs, youfreply may be us€d nlho*

Please @nlim *4iei €pying lhal your response may be lrealed as rhal ofalllhe



l l  a la .y tmed l r ingour i f tes i iga lon .yo !havecone.nsabou lour* ry ie  pease
et!s know wehave an iniern.l cofrp a nts procedu@lo dealwilh such con@hs
andwewi ldoa recan ioreso lveyourcompla in lsandrespo.dpos l ' vey loyour

lf yo! have any queres or need any.ssisbn@ n @spondinglolhs compaintlhen
plea@ te ephone me on lhe diecl ine number shown beow

llooklofrardto heanng from you by 16June 2004.

Rardeep fur@raesocet o4 ur

nlormat o. sheei for so icitors ( sor)

f lam unavalablewhen you cal please speak toAmundpAlwal on drectda
telephone nlmber 01926 822059 who wi begadloassisl nmyabsence

"Pl€... duor. our .bov. ..t€r.nc. wh.n.var contaclino u._
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cHECKlSt

Plea3. compl.te and return lnis ch6.kli.l with your r6pon.e

This withe p to ensurethat ar the nfomationthatwe requ re F provided atlh6
stage andtoreducelhetme nvolve! n nvesl galrng lhis comp a nl.

ifyouhaveanyqueriesaboutwhal nfomation lo subm I w lh your .espon* please

I Yourtu rexplanaiio. ii respecl orthe @nplain(s, and your proposa sror a
resolulion I ihere is more than one conp ahl, pease folow the numberng in
(he atached ener, lo help ensure th.re is no msunderstandi.g

Copies ol alldocumenls ne@ssary to slppon yourexplanaton (e g etie6
aftendai€notes. cosis leatlets elc) ll s es*nliarthatyou provide Fwirh
copiesola documents you relerto in your response. Please do not send me
yolr rb al lhis stale. wrlrellesl I it needed

L oelarsofar slepslaken n accodancewlh P.aclice Rule 15b resolvethe
complaml nclldng copres ol al reevanl altendan€ notesand lelleB Plea@
specif elly enclos a copy ol your c Ent €re bner b the complainani lf you
have made any prcposalslor Gsolv ng this comp a nt. such as reducmg your bi
or payifg @mpensatDn please let us kn@ (There 6 no ned to pfovide lurlher
copies ol documer syo! have a l€ady s! pplied)

a The naoe(s) and slatus orthele eame(t nvo ved it lhe te earner B. or Ms
not a panner p ea* denlry ihe superyising panner and n your rcply yo! should
addross tho issue ol proper supetoision

Cop es ol lhe ledgef shel.nd ofallbils rendered P ea* ndicate I they have
ben paid and wheiherlhere has ben afy olher aclon such as assessment
naxalion). a Remlne6ton Cenificale. or Court aclron to reover costs and
please conli rm ihe oulco me.
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