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This help sheet gives information on how RICS deals with complaints
against its Members and regulated Firms.

Your first step should always be to attempt to rescive the complaint directly with the Firm/Member concerned.

Compiaints to Firms/Members

Every Firm regulated by RICS must have a complaints handling procedure (CHPY in place and the Firm
shouid have told you about it in its terms and conditions of engagement.

If you have not received details ask the Firm for its complaints handling procedure in writing. Keep a copy
of the request leffer,

A Firm’s CHP will have two stages:
& Complaints will be considered by a senior Member of the Firm or a designated complaints handler

® lithe cbmplaint cannot be resolved, it will be referred to an independent redress schame such as an
ombudsman. There are a number of redress schemes and the Firm's CHP must give details of the
redress scheme to which it refers complaints so that you know where to take your complaint.

CHPs are designed to deal with complaints about a Firm or Member’s service or where a request for
compensation is involved.

Advice on how RICS deals with complaints

This guide gives you information about the investigation process RICS Regulation follows: the type of
things we are able to investigate and matters we are unable to become involved in.

RICS Regulation is the regulatory arm of RICS and is responsible for ensuring that RICS Members and
r@mmha\fe in a professional manner and adhere to our rules and regulations. Where Member
or requlated Firms fall short of the standards expected of them RICS Regulation takes appropriate action
to ensure the risk of further transgressicn is minimised.

Matters RICS investigales

RICS Regutation only has powers to deal with RICS Members and Regulated Firms' breaches of RICS
Bye-Laws, Rules, Regulations, Practice Statements and other compulsory requirements that apply.
Therefore we will oniy be able to investigate certain matters, for example:

® Failure to use a complaints handling procedure;
& Conflicts of interest,
® Misuse of clients’ money;
® Failure to answer correspondence; or
X ® Allegation or a conviction of a criminal offence.

In some cases, the service provided by an RICS Member or Regulated Firm is subject to legal provisions
and/or reguiated by other bodies, for instance when our Memibers act as Expert Witnesses or are
appointed as Party Wall Surveyars. If that is the case, then your complaint will not be considered until the
underlying dispute has been resolved.
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We will let you know as soon as possible if we are unable to investigate your complaint.
Please note that any investigation or disciplinary action taken by RICS Regulation is not a substitute for:

® any stage/s in the CHP available to a Firm'’s clients including the final stage referral to an independent
redress mechanism as stated in the CHP:

a) For consumer clients, for example, the Cmbudsman Service: Property {formerly the Surveyors
Ombudsman Service), the Property Ombudsman (formerly known as the Ombudsman for Estate
Agents) or the Financial Ombudsman Service.

b} For business clients, for exarple, the RICS Dispute Resolution Service or Arbitraticn/Neutrai
Evaluation Procedures for Surveying Disputes {commonly known as the Surveyors Arbitration
Scherme)

® obtaining an expert opinion
® any form of statutory dispute resclution, for example, appointing Party Wall surveyors

® medliation or alternative dispute resolution {ADR])

& taking the matter to court. : Sae M2 RALS
_ "QM,LQ‘) O‘( ;
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Whilst part of RICS’ role is to offer consumer protection {such as client money protection, rules covering
inBépendent complaints procedures with linked redress and professional indemnity insurance) we cannot N WEA \n

. . . , ———— AVRVURVLATAVIFS
award compensation or force our Members or Regulated Firms to do anything — or refrain from doing
anything — even if that mé&ans they are in breach of BICS Rules or Regulations,

it is important that you realise we do not resoive the complaint itself - that remains a matter between you . ]
and the Member or Regulated Firm concerned. We can only investigate matters that relate to breaches of| C-\2A Winelt
our Rules or Regulations.

RICS cannot;
¢ Deal with concerns or complaints about anyone who is not a Member of RICS;

® Pay compensation or instruct a Member or Firm to do so {this is for a redress scheme to decide and
you will be referred to the Firm’s complaints handling procedure);

® [etermine whether a Member or Firm has acted negligently (this is for the courts to decide); or

® Interfere with or become involved in court action against a Member or Firm.

Investigations
Where we decide to carry out an investigation into a complaint, in the first instance we will need:

® your contact details;
® the contact details for the Member or Firm about whom you are complaining;
® 3 brief surnmary of your complaint {(no more than one side of Ad);

® what the service was and when it was provided and whether you were/are their client;
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® whether you have paid their fees; and
® whether you have approached the Firm or Member directly and used their CHP
You may find it easiest to use our complaints form, located at www.rics.org/complaints.

When we receive a complaint, it is acknowledged, given a unique reference number, investigated and a
decision made as to whether the information you have supplied indicates that the Member/regulated Firm
may have breached RICS Rules or Regulations. When necessary, advice will be sought from one of our
forensic surveyors, accountants or other specialists outside RICS Regulation.

If we decide further investigation is required, we will contact the Firm providing a copy of your complaint
and any relevant supporting documentation. Qur investigations are conducted by reviewing documents
that have been provided to us. We will request the documents we require from you or the Member/
regulated Firm. Only on very rare occasions would we ask you to supply us with all the documents that
you have in your possession.

Your compilaint is important to us as we want fo ensure that RICS Members and Regulated
Firrng aré operating wilhin the Fules and Regulations. Al the same lima any compiaint is a
criticism of their professionalism and we must ensurg that 1 is justified,

If we are unable to investigate your compiaint we will let you know as soon as we can and give you details
of why we are unable to take your complaint further.

How iong will an investigation take?

We try to deal with complaints as quickly as possible but the length of the investigation will depend on the
complexity of the matters you have complained about. RICS measures and records how long it takes to
deal with complaints and we are always seeking to improve our performance. We may ask you to
comment an how we handled your complaint.

What are the possibie ouicomes?

Any investigation we carry out is a private matter between RICS and the Member/Firm concernad. If our
investigation team believes that the Firm or Member concerned has breached RICS’ rules and we have
been able to gather sufficient evidence of the aileged breach we wili refer the matter for disciplinary action.

Cur disciplinary services team will look at the allegations and the evidence, in line with the Sanctions
Policy - Guidance to RICS Disciplinary, Registration and Appeal Panel Rules, and may decide to:

& Close the case with no further action;

® Negotiate a Consent Order with the Firm or Member. This is a formal written agreement between RICS
and the Member/Firm reguiring them to take or refrain from taking certain actions within a specified
period. This, may also involve the Firm or member paying a fine and/or costs; or

® Refer the case to an RICS Disciplinary Panel {which is usually heard in public).

A disciplinary panel, made up of members of RICS and non Members, has a range of powers including
cautions, reprimands, fines, expulsion and de-registration. Its decisions are published on RICS website, journal
and in local press. if disciplinary action is taken, we may also contact you, as the complainant, to confirm this,

Whatever the outcome of the investigation {and disciplinary) process, it will not usually resclve any dispute
between you and the Member/Firm. It is a matter of investigating whether there has been a breach of the
Rules of Conduct, and if necessary taking disciplinary action.
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Is there a time limit for complaining about Firms or Members to RICS?

RICS will not normally investigate complaints about matters that took place more than six years ago
unless it considers that it is in the public interest to do $o. This reflects the legal position limiting the time
in which a claim can be brought to court on a contractual matter.

Further information

Please contact us if you have any guestions or concerns about making a camplaint.
RICS Regulation

Surveyor Court

Wastwood Way

Caoventry
Cv4 8JE

t +44(0)20 7695 1670
e regulation@rics.org

Additional help sheets and other guidance material can be found at www.rics.org/complaints
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RICS HG

Parliament Sguare
Lendon SW1P 3AD
United Kingdom

Worldwide media
enquiries:

E pressofiice@rics.org

Contact Centre:

E contactrics@rics.org
T +44 (0)870 333 1600
F +44 (0}20 7334 3811

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 recognised
mark of property professionalism.

Over 100000 property professionais 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 impartial, authoritative advice on key issues
affecting 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
unparalieled client confidence in the sector.

RICS has a worldwide network. For further information simply contact

the relevant RICS office or our Contact Centre.

Europe
(excluding
United Kingdom)
Rue Ducale 67
1000 Brusssls
Belgium

T+32 27331019
F +322 742 87 48
ricseurope@rics.ory

Unhed Kingdam
Parliameant Square
London SW1P 3AD
United Kingdom

T +44 {0/870 333 1600
F +44 (20 7334 3801

contactrics@rics.org

Asia

Room 1804

Hopeweal Centre

133 Queen's Road East
Wanchai

Hong Kong

T +852 2537 7117
F +852 2637 2756
ricsasia@rics.org

Africa

PO Box 3400
Witkoppen 2068
South Africa

T +27 11 467 2857
F +27 86 514 0855
nicsafricadrics.org

Amaricas

60 East 42nd Street
Suite 2918

New York, NY 10165
USA

T +1 212 847 7400
F+1 212 847 7401
ricsamericas@rics.org

Middia East

Office FO7, Block 11
Dubai Knowledge Village
Dubai

United Araby Emirates

T +971 4 375 3074
F +971 4 427 2488
ricsmiddlesast@rics.org

Oceania

Suite 2, Level 16

1 Castlersagh Strest
Sydney

NSW 2000

Australia

T +81 29218 2333
F +61 2 9232 5581
info@rics. ong.au

india

48 & 49 Centrum Plaza
Sectar Road

Sector 53, Gurgaon - 122002
India

T +91 124 458 5400
F +91 124 450 5402
riceindia@rics.org





