
  

 
 

 

Final Decision   
  

  

30 September 2025  
  

 
 
Introduction 
 
In 2020 Mr  and Ms  instructed Charles Fraser & Co (‘the firm’) to 
act for them in the purchase of a property, which completed in early 2021

 
 

 
In my Provisional Decision dated 1 August 2025, I found that the standard of service 
provided to Mr  and Ms  by the firm was unreasonable, and that 
they should pay them £25,500 to remedy this. I attach a copy of the 1 August 
Provisional Decision. This was in relation to the following complaint:  
 
1. The firm failed to verify the seller’s solicitor’s assertion that they could park 

their cars immediately outside the property.  
2. The firm failed to advise Mr  and Ms  that there was no 

legal right to park outside of their property. 
 
In their 6 August email in response to the 1 August Provisional Decision, the firm 
have explained their reasons for strongly disagreeing with my findings on both their 
service and the proposed remedy.  
 
In their 7 August email, Mr  and Ms  have said that they don’t 
agree with the proposed remedy which is that that they should only be awarded 50% 
of what I consider is a reasonable estimate of their financial loss. However, they do 
not have any further information to offer in support of a challenge to this, so to bring 
this matter to a close, they would reluctantly accept the proposed remedy of 
£25,500.  
 
Having reviewed all the comments received on the 1 August Provisional Decision, 
my view on the firm’s service and the appropriate remedy remains as set out in the 1 
August Provisional Decision: their service was unreasonable, and they should pay 
Mr  and Ms  £25,500 to remedy this. This letter, along with the 1 
August Provisional Decision, make up my Final Decision.  
 
The parties’ comments on the 1 August Provisional Decision raise some important 
points that I want to deal with in this decision. Although they do not change my view 

















 

  

 
 

Provisional Decision   
  

  

1 August 2025  
  

 
 
Introduction 
 
In my Provisional Decision dated 24 June 2025 I found that the standard of service 
provided to Mr  and Ms  by Charles Fraser & Co (‘the firm’) was 
unreasonable, and I proposed that they should pay £2,000 for the emotional impact 
of this on them.  

  
 
The complaint was in relation to the firm’s service regarding the purchase by Mr 

and Ms  of their property, from about November 2020 to January 
2021. The two issues of complaint investigated by this office are: 
 
1. The firm failed to verify the seller’s solicitor’s assertion that they could park 

their cars immediately outside the property.  
2. The firm failed to advise Mr  and Ms  that there was no 

legal right to park outside of their property.  

In response to the Provisional Decision, the firm commented in their 25 June 2025 
email that while they would still contest that their service was unreasonable, for their 
previously given reasons, they are prepared to accept the decision and the level of 
proposed compensation to bring this complaint to a close.  

Mr  and Ms  have not accepted the Provisional Decision’s remedy, 
and have provided their comments in their 6 July 2025 email, as well as some further 
evidence, which I will address below. I attach a bundle with this further evidence that 
I will refer to in this decision.  

Having considered the parties’ comments and further evidence, my view on the 
remedy has changed. I now consider that the comments and further evidence 
provided by Mr  and Ms  in response to 24 June Provisional 
Decision show that they most likely did suffer a financial loss due to the 






















