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Customer Complaint Policy
Purpose

The Company is committed to providing excellent customer service and maintaining strong, transparent
relationships with all clients. We recognise that complaints, when handled effectively, present an
opportunity to learn, improve and build trust.

The purpose of our Complaints Policy is:-

¢ Define what constitutes a complaint.

Explain who can make a complaint.

Outline the process followed when dealing with a complaint.

Provide clear timelines and responsibilities for resolution.

Demonstrate how complaints are monitored and escalated where necessary.

Ensure lessons are learned to improve services and identify training needs.

The Company places the customer at the heart of this process, treating all complaints seriously, with
respect and understanding.

What is a complaint?

A complaint is any expression of dissatisfaction about our services, employees or the customer
experience. This may include, but is not limited to:

e Delayin providing a service.

e Incorrect booking of a service (date, service type, or details).

e Failure to deliver the agreed quality of service.

e Staff not conducting themselves professionally or being unhelpful.

e Anyother concern raised by a client regarding the service or relationship.

Scope

The policy applies to all Directors, Managers and Employees.

Policy and Procedure
1. Raising a Complaint

e Complaints should be directed to the customer’'s dedicated Account Manager, who has
responsibility for managing the customer relationship.

e The Account Manager will record the issue using the Non-Conformance Report Form and
immediately forward it to the Quality and Compliance Manager.
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2. Acknowledgement
e The complaint will be acknowledged by the Account Manager within 24 hours of receipt.

e The acknowledgement will confirm that the matter is being investigated, set out the next steps,
and provide contact details for ongoing updates.

3. Investigation and Root Cause Analysis

e The Account Manager & Process owner will coordinate the investigation working with the Quality
and Compliance Manager,.

e The root cause analysis will be carried out, and immediate corrective actions identified within 5
working days of the complaint being received.

e Throughout this period, the Account Manager will keep the client informed of progress.
4. Escalation

o If the issue is not resolved within 5 working days, the Non-Conformance Report will be escalated
to the Leadership Team.

o Escalation ensures senior oversight and prioritisation of unresolved matters.
5. Corrective and Preventive Actions
e Corrective actions will be implemented promptly to resolve the immediate problem.
e Preventive measures will be identified to reduce the risk of recurrence.
e Anytraining requirements for staff will be identified and addressed.
6. Communication of Outcome

e Thefindings of the investigation, along with corrective and preventive actions, will be shared with
the customer by the Account Manager or Quality and Compliance Manager.

e Updates onimplementation progress will be communicated until the issue is fully resolved.
7. Monitoring and Continuous Improvement

e All complaints and non-conformances will be logged in the Non-Compliance Log, maintained by
the Quality and Compliance Manager.

e Thelog will track status, actions and closure dates.

e Complaint trends will be reviewed regularly to identify areas for service improvement and staff
training.

Roles & Responsibilities

Directors

o Ultimately accountable for ensuring that customer complaints are dealt with in line with this Policy
and within specified timeframes.

Managers
e Ensure staff in their departments understand and follow this policy.
e Support investigations and corrective actions
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Account Managers

e Actasthefirst point of contact for customer complaints.

e Ensure complaints are logged, acknowledged within 24 hours, and tracked to resolution.
e Maintain communication with the client throughout the process.

e Escalate unresolved complaints to the Leadership Team when necessary.

Employees

¢ Understand and apply the Complaints Policy in their day-to-day work.

e Report any client dissatisfaction promptly.

Human Resources
e Provide guidance to managers on policy application and any related employee matters.

Quality Compliance Manager
e Maintain the Non-Compliance Log.
e QOverseeinvestigation and ensure root cause analysis is completed.
e Ensure findings, corrective, and preventive actions are shared with the client.
e Monitor compliance with this policy and ensure continuous improvement.
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