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This help sheet is designed to assist 
firms in meeting the requirements  
of handling complaints.
Rule 7
‘A Firm shall operate a complaints handling procedure and maintain a complaints log.  
The complaints handling procedure must include a redress mechanism that is approved 
by the Regulatory Board.’

Complaints Handling Procedure (CHP)
A firm is likely to meet the requirements of this rule if it adopts an effective procedure  
for handling complaints from its clients and anyone else to whom it owes a duty of care.

Independent redress
The final stage of the procedure will provide the client with access to independent redress if 
the firm cannot resolve the complaint. RICS has approved a list of redress providers for firms 
to use. The list is published and updated from time to time at www.rics.org/regulation

What is a complaint?
Any expression of dissatisfaction.

What is the RICS approved CHP?
An effective complaints handling procedure needs two stages:

• consideration of the complaint by a senior member of the firm or the firm’s designated
complaints handler

• if the complaint cannot be resolved, referral to an independent third party with the
authority to award redress.

When should my firm issue a CHP to a client?
• Whenever the firm issues Terms of Business it should be made clear to the client that

the firm operates a CHP. However, there is no need at this point to provide the client
with a copy of the CHP.

• Whenever the firm receives an expression of dissatisfaction from a valid complainant
(that is, one to whom the firm owes a duty of care).

There are certain circumstances where it is not appropriate to issue a CHP, for example if you 
have been appointed by a court as an expert witness. In such circumstances, inform your 
client in writing why you are unable to issue a CHP.

Can my firm charge for my time in dealing with a complaint?
No, the CHP is free of charge to a complainant. The second, independent stage may be in 
part paid for by the client.

What happens if the complainant refuses to use the CHP?
Make sure that your firm can demonstrate that it has tried to encourage the complainant to 
use the CHP.
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How quickly should a complaint be answered?
We advise firms to acknowledge a complaint in a timely manner and recommend that a 
full response, or if this is not possible, an update, is given within 28 days. Not answering 
correspondence and not keeping the client informed can often exacerbate a complaint.

Can I review a complaint about myself?
Complaints are reviewed by a senior member of a firm or the firm’s designated complaints 
handler. If you are a sole practitioner, you may have to review the complaint yourself, in the 
knowledge that, if it cannot be resolved, it must be referred to an independent redress scheme.

What happens if the complainant isn’t happy with  
the review?
If the complainant isn’t happy with the review, move onto the second stage of the  
CHP and involve the redress scheme your firm has chosen to use.

What and when should I tell my insurers?
Your firm is obliged under the terms of its professional indemnity insurance (PII) policy to tell its 
insurers about any situation that may give rise to a claim. Issuing your firm’s CHP because a 
client has expressed dissatisfaction or has a query means your firm should inform its insurers 
as soon as possible to ensure compliance with the terms of your PII policy.

What happens if I contact my insurers and they want  
to control the complaint?
This does not necessarily mean there is a problem as the insurer shares the firm’s interest in 
settling the complaint swiftly and fairly. If you have difficulties with your insurer, consult your 
broker in the first instance.

Where should I record complaints?
Keep a complaints log to track your complaints. This will help you to manage complaints 
and to make improvements to your firm’s processes and procedures based on the pattern 
of complaints you receive.An example of a complaints log is available at www.rics.org/
rulesofconduct Supporting Information – Helpsheets.

Will RICS become involved?
We will only become involved if you fail to respond to the complainant or prevent the  
client from gaining access to an independent redress mechanism.

What should I do now?
•	 Make sure you have and operate an up to date CHP

•	 Make sure your old and new clients are aware of your CHP

•	 Make sure your colleagues and staff are aware that you operate a CHP

•	 Make sure you have, and keep up to date, a complaints log

Further information
Contact us on 020 7695 1670 if have further questions or email regulation@rics.org. 
Additional help sheets and other guidance material can be found at  
www.rics.org/regulation.
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Confidence through professional standards
RICS promotes and enforces the highest professional 
qualifications and standards in the development and 
management of land, real estate, construction and 
infrastructure. Our name promises the consistent 
delivery of standards – bringing confidence to the 
markets we serve.
We accredit 118,000 professionals and any individual or firm 
registered with RICS is subject to our quality assurance. Their 
expertise covers property, asset valuation and real estate 
management; the costing and leadership of construction 
projects; the development of infrastructure; and the 
management of natural resources, such as mining, farms and 
woodland. From environmental assessments and building 
controls to negotiating land rights in an emerging economy; 
if our members are involved the same professional standards 
and ethics apply.

We believe that standards underpin effective markets. With 
up to seventy per cent of the world’s wealth bound up in land 
and real estate, our sector is vital to economic development, 
helping to support stable, sustainable investment and growth 
around the globe. 

With offices covering the major political and financial centres 
of the world, our market presence means we are ideally placed 
to influence policy and embed professional standards. We 
work at a cross-governmental level, delivering international 
standards that will support a safe and vibrant marketplace 
in land, real estate, construction and infrastructure, for the 
benefit of all.

We are proud of our reputation and we guard it fiercely, so 
clients who work with an RICS professional can have confidence 
in the quality and ethics of the services they receive.

United Kingdom RICS HQ 

Parliament Square, London  
SW1P 3AD United Kingdom

t +44 (0)24 7686 8555 
f +44 (0)20 7334 3811 
contactrics@rics.org

Media enquiries 
pressoffice@rics.org

Ireland  
38 Merrion Square, Dublin 2,  
Ireland 

t +353 1 644 5500 
f +353 1 661 1797 
ricsireland@rics.org

Europe 
(excluding UK and Ireland)

Rue Ducale 67,  
1000 Brussels, 
Belgium

t +32 2 733 10 19 
f +32 2 742 97 48 
ricseurope@rics.org

Middle East 

Office G14, Block 3,  
Knowledge Village,  
Dubai, United Arab Emirates

t +971 4 446 2808 
f +971 4 427 2498 
ricsmenea@rics.org

Africa 

PO Box 3400,  
Witkoppen 2068, 
South Africa

t +27 11 467 2857  
f +27 86 514 0655  
ricsafrica@rics.org

Americas 

One Grand Central Place,  
60 East 42nd Street, Suite 2810,  
New York 10165 – 2811, USA

t +1 212 847 7400 
f +1 212 847 7401 
ricsamericas@rics.org

South America 

Rua Maranhão, 584 – cj 104,  
São Paulo – SP, Brasil

t +55 11 2925 0068    
ricsbrasil@rics.org

Oceania 

Suite 1, Level 9,  
1 Castlereagh Street,  
Sydney NSW 2000. Australia

t +61 2 9216 2333 
f +61 2 9232 5591 
info@rics.org

North Asia 

3707 Hopewell Centre,  
183 Queen’s Road East 
Wanchai, Hong Kong

t +852 2537 7117 
f +852 2537 2756 
ricsasia@rics.org

ASEAN 

10 Anson Road, 
#06-22 International Plaza,  
Singapore 079903

t +65 6692 9169 
f +65 6692 9293 
ricssingapore@rics.org

Japan 

Level 14 Hibiya Central Building,  
1-2-9 Nishi Shimbashi Minato-Ku,  
Tokyo 105-0003, Japan

t +81 3 5532 8813 
f +81 3 5532 8814 
ricsjapan@rics.org

South Asia 

48 & 49 Centrum Plaza,  
Sector Road, Sector 53,  
Gurgaon – 122002, India

t +91 124 459 5400 
f +91 124 459 5402 
ricsindia@rics.org


