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COMPLAINTS PROCEDURE 
 

Beresford Residential are committed to providing the highest standard of service to all of our 

customers. To safeguard your interests we operate an internal complaints procedure which 

can be pursed in the event that a resolution has not been possible at branch level. This 

procedure involves an investigation of your complaint by a Senior Manager or Company 

Director. 

 

In order for your complaint to be processed in accordance with our internal complaints 

procedure you should write to our Area Manager, including all evidence that you wish to be 

considered (including dates of significant events, copies of email correspondence). Your 

complaint should be put in writing and addressed to: 

 

Joe Laurence 

Beresford Residential 

91 Acre Lane, London, SW2 5TU 

Or, via email at joe@beresfordresidential.com 

  

Your complaint will be acknowledged within 3 working days, investigated thoroughly and a 

formal reply will be sent to you within 15 working days of receipt of your complaint. 

  

If you are not satisfied with the outcome of our investigation, you are entitled to have the 

response to your complaint reviewed by a Company Director. If you wish to pursue this final 

stage of our internal complaints procedure, please forward a one page summary of your 

complaint to the following address: 

  

Craig Wildy 

Beresford Residential 

91 Acre Lane, London, SW2 5TU 

  

In the event that the final review as detailed above still fails to satisfy your complaint, you are 

then at liberty to refer your complaint to the Property Ombudsman. We will submit our file to 

the Ombudsman on request. You are also entitled to have your complaint referred to the 

Ombudsman should we fail to deal with matters promptly or do not comply with our in-house 

complaints procedure within 8 weeks from the date we receive your written notification.  The 

matter must be brought to the Property Ombudsman within six months of the date of our final 

viewpoint letter. 


