
 

  
 

 
 

 
Complaints Policy 

The aims and objective of the Complaints policy is to ensure that all customer issues and / or 
complaints are dealt with as promptly, efficiently, and effectively as possible. 

We ensure that our customers have one point of contact when dealing with their complaint from start 
to completion, thereby ensuring a swift and trouble-free resolution. 

The Aftercare / Facilities Management Manager is the dedicated person to deal with customer 
complaints and has the autonomy on the overall decision of the issue / complaint. There roll is to 
make sure: 

➢ All complaints will be taken seriously and the resolution of these will be prompt. 

➢ All complaints will have an acknowledgement sent out within 48 hours of receipt. 

➢ Will endeavor to resolve all complaints and close off within 15 working days’ maximum. 

➢ Make sure that the customer is notified every 7 days after the complaint has been open. 

➢ In the event where the complaint needs to remain open for longer than 15 days to ensure a 
satisfactory conclusion, the customer will be given a guideline as to when the complaint will 
be closed. 

➢ Manage a complaints database to be used to log all issues / complaints received to 
ensure a robust audit trail is maintained. 

➢ Upon conclusion of a complaint a resolution Letter will be sent out to complete the 
process. If a letter is not required, the customer will receive verbal confirmation that the 
complaint has been closed. 

➢ If a complaint is rejected, a Complaint Closure Letter will be sent to the customer. 

10. If Compensation is paid out, a letter will be taken to the customer with the 
compensation agreement for the customer to sign as acknowledgement of receipt 

11. If an issue/complaint relates to a Sub-Contractor, the complaint will be dealt with 
directly by Haydon M&E Ltd and not by the Sub- Contractor 

Signed: 

 

Dave Cutler 
Managing Director 
Date: 1st June 2017 


