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Complaints Handling Procedure

Making a Complaint to PWA

PWA Planning Ltd (PWA) are committed to providing professional services in line with the Royal Town
Planning Institute’s (RTPI) Code of Professional Conduct.

If you are not happy with our work, please contact us using the details below so that we can work together
to put things right.

Telephone: 01772 369 669
Email: info@pwaplanning.co.uk

Post: PWA Planning Ltd
Lockside Office Park
Lockside Road

Preston
PR2 2YS

Please note that in the event of verbal complaints, a written summary will be requested to ensure that we
fully understand your complaint and have a written record of it.

Our objective is to deal with complaints fairly, confidentially and effectively and we will keep you
updated on the progress made.

Once we have received your complaint, it will be investigated by a senior member of staff and a written
outcome will be sent to you within 35 working days of receipt of the original complaint.

If you are dissatisfied with any aspect of our handling of your complaint, we will attempt to resolve this
promptly through negotiations and will carry out a further investigation wherever necessary.

Making a Complaint to the RTPI

The RTPI's Code of Professional Conduct states that members must always act with professionalism,
competence, honesty, integrity and due care. The RTPI will only consider complaints made against its
individual members and will not:

= Review decisions of local planning authorities

» Investigate allegations of maladministration by a local planning authority or other organisation

*» Consider issues which would reasonably be dealt with by another disciplinary process, tribunal or court
= Consider an issue which relates to a current planning application or appeal

» Consider any matter that took place more than two years before the date of the complaint.

Details on how to make a complaint to the RTPI can be found here.
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