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HELP SHEET



Thls help sheet gives information on how RICS deals with complaints
agarnst its l\lembers and regulated Firms.

Your frst step sho! d awals be to attempt to rcso ve the comp aint d rectly wiih the Frrm/Member concerned.

Complaints to Firms/Member$
Every Firm regu ated by FICS must have a cornplants handlng procedurc (CHP)in pace and the Firm
should have tod you about t n ts terms and condtions of engagement.

lf you have not received detals ask the Firm for ts comp a nts hand ing procedure I wrting. Keep a copy
ofthfieEnE6flelie---

A Frm's CHP w lhave two stages

. Complaints wil be considered byasefior Member ofthe Firm ora desgnated compalnts handler

a lf the complaint cannot be resolved, it wi be referred to an nclependent red ress scheme such as an
ombudsman. There are a number of redress schemes and the F[m's CHP n!9l9ly9jp!g!g!]l_l!g
red ress scheme lo which t refers comp a nts so that yorr know where to take you I comp a nt.

CHPS are desgned to dea wth complaints about a Frm or Member's service or where a request for
cornpensat on s nvoved.

Advice on how RICS deals with comp'aints
This gu de g ves you iniormat on about the nvestigation process B ICS Fegu at o! fol ows the type of
th ngs we are able io investigate and matters we are u nable to beconre nvo ved in.

R CS Fegu at on s the regulalory arm o{ R CS and is repglllqglpljlllug that R CS Jvlembers and
regulated Firms bqhave in a professional manner and adhere to ol.rr rules and regu atons Where lvember
or regu ated Firms fall short of the standards expecled of them RICS Regu at on takes appropr ate act on
to ensure the rsk of further iransgress on is m n mised

Matters RICS investiEeies
RCS Reglrlation ofly has powers to dealwith RCS lembers and Reguated Frms breaches oJ RICS
Bye-Laws, Rues, Regulaiions, Practice Statemenis and other cornpulsory requirements that appy.
Therefore we w I only be able to invest gate ceirain mailers, fe!9lgEq-

o Fa ure to {rse a complaints handlng procedurej

a Conf cts of nterest:

a M suse oi c ents' rnoneyl

. Falure to answer correspondencei or

V a  A r F q d i o  o r  d . o \ . t ' o ,  o t o  . , t i ' d  o f e  ( e

n some cases, the seryce provded by an F CS N,4ember or Fegu ated Frm s sLrblect to ega provsons
and/or rcgllated by other bodies for instance when our Members act as Experl Wtnesses or are
appo nted as Pairy Wa I Surveyors. lf thai s the case then your comp a nt w I not be cons dered unt the
u der yng d;,p-re'a!  bee reloi ,ed
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We w liet you know as soon as possble f we are unabe to investgate your compainl.

P ease note that any jnvestigation or discipl nary act on taken by RICS Reg ulation s nol a substitute for:

a any stage/s ntheCHPavaiabeloaFrm'scl ienis ncudngthefna stage referral to an ndependent
redress mechansm as staled n the CHP:

a) For conslmer c ents. for example, the Ombudsman Selvce: Property (formery the Surveyors
Ombudsman Service), the Propety Ombudsman (formery known as the Ombudsman for Estate
Agents)or ihe Financ al Ombudsman SenTce.

b) Fcr business clienls for exa.nple the FICS D spL,ie Reso L,licrn Setuice or Arb t|alion/i.leutai
Evaluation Procedures for Survey ng D sputes (common y known as the Surveyors Arbtration
Scheme)

. oblan ng an expert op n on

any iorm ol statutory d spute resoluton, for example, appoinUng Party Walsurveyors

medaton or alternative dspute resouton (ADF)

takng trre maller to couft

What RICS cannot do = tr\\r Rlcg !>Wor,A s<-j.url-+

/5.,' l,tr. BIt
f r Bruit.:r d

L",u \ O",*t .Lt-/

i i
e ,

a Pay compensatron or nstruct a Member or Firm to do so (this is for a redress scheme to decide and
you wi be referred to the Firni's complants hand ing procedure);

. Determine whether a Member or Firm has acted neg igenty (this s for the courts to decrde) or

o Interfere w th or become involved n court act on aga nst a lvlember or F rm.

Investigations
Where we dec de to carry out an invest gat on into a comp aint, n the first rnstance we w I need:

a yolr contact detarlsi

a the conlact detais for the Member or Firm about whom you are compan ngl

. a briel slmrnary ofyolr complaint (no more than one sde of A4)

. whal the servce was and when it was provided and whether you were/are the r clienti
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. whether you have paid their fees: and

. whether you have approached the Firm or N,4ernber d rectly and used their CHP

You may find it eas est to use our complatnts form located at www.rics.org/complaints.

When we recerve a companl, t rs acknowedged given a unique reference number, nvestigated and a
decrson made as to whether the lnformatjon yolr have supplied Indicales that the lvlember/regu ated Frm
may have breached RICS Ru es or Reg! ations. When necessary advice w I be sol]ghl from one oi our
lorensc su^/eyoTs accountants or other specatsts outsde R CS Regulalon

lfwedecdefufther nvest igaton srequred,wew conlacrthe Ftrm provding a copy oiyourcomplaini
and any reevanl suppodng documentaiion. Our investgatons are conducted by rev ewing documents
that have been provided to us We wll request the documents we requiie from you or the Member/
regu ated Frm. Ony on very rare occasons would we ask you to slppiy us wllh a the documents thai
you nave n yolr possessron

Your complaint is i.npoiia|1l to us as $e !1,ant lo ensrre thi:t elCS llerrbers anil Reguiated
Firms 6ra operat ing l"r i lh ln ihe Bel*r  ard Firgl la1icns. Al  t ie same t ime any compiaint is !
criticrsm oi their cralesslonalisfl and we nust enirre thai ri i: liistiiied.

lf u/e are unabe to investgate your complaint we wl let you know as soon as we can and gve you detais
of why we are unabe to take your compant further

How long wil l an investigaiion take,
We try to deal w th complalnts as q lick y as possible but the length of the nvesligation wi depend on the
compexity of the matters you have complained about R/CS measures and records how ong t takes to
dealwith comp a nts and we are aways seeking to improve our performance We rnay ask you to
comment on how we handed your compant

What are the po$sifJ ie gurcgme$?

Any nvesligatron we carry out s a privale matter between RICS and the Member/Firm concerned lf our
nvestigat on tearr be eves that the Firm or Member concerned has breached R CS' ru es and we have
been ab e to gather suffrcrenl evidence of the a leged breach we vl,i refer the matter for dlsciplinary action

Our disc p rnary serv ces team wi ook at the al egat ons and the ev dence n ne w th ihe Sanctons
Poicy - Guidance to RICS Disc plnary Registrat on and Appeal Panel Rues, and may decde to

a Close the case with no funher actionj

a Negotrate a Consent Order w th the F rm or [,4ember Th s ]s a fomal wntten agreement betwe€n RICS
and the Member/F rm requiring them to take or refra n frorn taking certa n acl ons w th n a specied
perod This, may aso nvo ve the F rm or member paying a fine and/or costst or

.  Referthe case to an R|CS Dlsciplnary Pane (whch susuayheard npublc)

A d sc p inary panel, made up of members of RICS and non Members has a range of powers inc uding
caut ons. repr nrands, fnes. expu sion and de reg slration ts dec sions are pub shed on R CS webste, lournal
and in ocal press lf d scip inary act on ls taken we may a so contact you as the compla nant, to conf rm lhis

Whalever the oulcome of the nvestigation (and d sc p inary) process, t wil not usl.ra ly reso ve any dispute
between you and the Member/Firm. lt s a matter of investgatng wheiher there has been a breach ofthe
Ru es of Conduct, and ii necessary takng disc plnary action
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ls there a time limit tor complaining about Firms ot Members to RICS?
R CS w I not normaiy nvestgate compants aboLrt matters that took pace more than s1x years ago
Lrn ess t consders that t is n the public interest 10 do so This reilects the ega positon lmitng the tme
in whch a cam can be broughi to court on a contractua mallet

Further information
Please contact us if you have any questions or concerns about making a compant.

RICS RegLr at on
Surveyor Coud

Coventry
CV4 8JE

t +a4(0)20 769s 1670
e regulat on@rcs org

Addit ona help sheets and other guidance matera can be found al www.rics.orglcomplaints
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BICS HQ

Un ted K ngdom

E pressorirce@rics.org

E contactics@rics.org
T +44 (0)870 3331600
F +44 (0)20 7334 38ll

Advancing standards in land, property and construction.

RICS is the world's leading qualification when it comes to
professional standards in land, property and construction.

In a world where more and more people, governments, banks and
commercial organisations demand greater certainty of professional
standards and ethics, attaining RICS status is the recogniseci
mark of property professionalism.

Over 100000 property protessionals working in the major established
and emerging economies of the world have already recognised the
importance of securing RICS status by becoming members.

RICS is an independent professional body originally established
in the UK by Royal Charter Since 1868, RICS has been committed
to setting and upholding the highest standards of excellence and
integrity - providing imparlial, authoritative advice on key issues
aifecting businesses and society.

RICS is a regulator of both its individual members and firms enabling
it to maintain the highest standards and providing the basis for
unparalleled client confidence in the sector.

RICS has a worldwide network. For further information simply contact
the relevant RICS office or our Contact Centre.




