COMPLA

1. Definitions and Interpretd

1.1 In this Complaints
following meanings

“Business Day”

“Complaint”

[“Complaints Form”]

“Complaints Policy”

“Complaint Reference”

“Customer”

“Decision Letter”

[“External Resolution”]

“Investigation Report”

[“Recommendation”]

“Resolution Action”

2. What this Complaints Ha

2.1 This Complaints H4d
sale of goods] ANL

OR [us], to [my] O
[agents] [subcontra

2.2 For the purposes |
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EDURE

b following expressions have the

than Saturday or Sunday)
ks are open for their full
Ss in <<insert location>>;

put [my] OR [our] [goods]
about [my] OR [our]
about [my] OR [our]
bcontractors];

standard complaints form
5, available from <<insert

r] customer complaints
<insert location>>;

assigned to a Complaint
k that Complaint;

f [mine] OR [ours] and
stomers (no purchase

ing a Customer of the
laint;

Complaint to an external

for resolution by a
pmer is not satisfied with
s Complaints Handling

ing the investigation of a

ended resolution to a
b staff member handling a

actions to be taken in
t as detailed in Section 6.

S

s to Complaints pertaining to [the
rvices] by [me, <<insert name>>]
and to [my] OR [our] employees

ling Procedure, any reference to
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[me, <<insert name liness name>>] also includes [my]

s].

2.3 Complaints may rel ur] activities and may include (but
not be limited to):

2.3.1 The quality ¢

2.3.2 The behavi
employees [

2.3.3 [Delays, def

2.3.4 [Delays, def
the provisio

r service;
competence of [my] OR [our]

bsociated with the sale of goods;]
or other problems associated with

2.3.5 <<Insert adq Ve as appropriate>>.

2.4  The following do no
or matters should
accordingly]:

Customers raising such questions
bropriate person] OR [addressed

2.4.1 General que

2.4.2 [Returns of
exchange
document e
no further cg

2.4.3 Matters cong

r] [goods] AND/OR [services];

orrect or unwanted goods for
e with [my] OR [our] <<insert
and Conditions>> where there is

er legal disputes;

2.4.4 Formal req
limited to, th

2.45 <<insert add

of information including, but not
le legislation;

ve as appropriate>>.

3. Receipt and Recording o
3.1 Customers may ma of the following methods:

3.1.1 [In writing,
<<insert add

insert name and/or position>>] at

3.1.2 [Byemall, a
<<insert emq

3.1.3 [Using [my]
included wit

3.1.4 [By contact
number>> [3

insert name and/or position>>] at

Form, following the instructions

elephone on <<insert telephone
sert number>> when prompted.]]

3.2 Upon receipt of Co
OR [within <<insert

3.2.1 [If a writte
and/or positi

3.2.2 [If a written
and/or positi

3.2.3 [If a Comp
position>>] s

teps shall be taken [immediately]
]:

by post, [I] OR [<<insert hame
eps for logging or recording>>;]

by email, [I] OR [<<insert nhame
eps for logging or recording>>;]

, [1l OR [<<insert name and/or
logging or recording>>;]
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3.3

3.4

3.2.4 [If a Compl:
position>>]

e, [I] OR [<<insert name and/or
logging or recording>>.]

All Complaints sha
thereof shall begin

Reference and the investigation
Business Days.

All Complaints sha
receipt. The ackng
Reference, by who
of [my] OR [our] C
Procedure].

riting within <<insert period>> of
the Customer of their Complaint
handled, and shall include copies
y [and this Complaints Handling

4, Complaint Information

4.1 Customers are adv bmplaints Policy that the following
information should detail as is reasonably possible
when making a Co
4.1.1 The Custom bhone number and email address,

indicating a mmunication;

4.1.2 If the Custo H by a third party, the information
set out in Sg vided in reference to both parties;

4.1.3 If the Com ticular transaction, the <<insert
reference, e number etc.>>;

414 If the Co particular employee [agent]
[subcontract ere appropriate, position of that
employee [

4.1.5 Further detd luding, as appropriate, all times,
dates, event

4.1.6 Details of a evidence on which the Customer
wishes to re laint;

4.1.7 Details of h like [me] OR [<<insert business
name>>] to Whilst [I] OR [we] undertake to
make all read modate such requests, however,
[ am] OR [ b any action beyond that which [I]
OR [we] ma rwise legally obliged to take.

4.1.8 <<insert ado ove as appropriate>>.

4.2 If the information d missing, insufficiently detailed, or
incomplete, the C tacted within <<insert period>>
Business Days, req n.

5. Complaints Handling

5.1 [The following staff
<<|nsert na
<<|nsert na

<<Insert furt

OR
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d eligible to handle Complaints:
b <<insert contact details>>;

> <<insert contact details>>;
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5.1 [As a sole trader I, ; andle all Complaints.]

shall be considered and a decision
s whether to:

5.2 Upon receipt of a C
made within <<inse

5 considered to be valid, in which
bm Section 5.3; or

5.2.1 Investigate t
case the pro

5.2.2 Dismiss the
Customer s
period>> Bu

ed to be invalid, in which case the
decision in writing within <<insert

5.3 Subject to delays a
OR [beyond the
Complaint] (includi
communications),
[and a Recommend

5.4 [If the Complai
[subcontractor(s)] (
guestion shall be
[telephone calls] s
such cases, the Co
the Customer direc
Complainee(s) dires
to do in our Compl
to discuss the matt
Complaints Policy.
member handling t

s beyond [my reasonable control]
the staff member handling the
hys in other persons responding to
investigated [and] decided upon
ert period>>.

rticular employee(s) [agent(s)]
plainees”), the Complainee(s) in
plaint and [meetings] AND/OR
ired to discuss the Complaint. In
under any circumstances, contact
iint. If the Customer contacts the
int (which they are requested not
hinee(s) should respectfully refuse
br to Section 5.4 of [my] OR [our]
be reported to [me] OR [the staff

55 If additional inform4
the Customer shall
communication, st
Customers should |
such a request ma
of [my] OR [our] Cq

5.6 If a Customer is
requested under S
used to resolve thd
Complaint in the i
Complaint may be
accordance with Se

5.7 The Complaint sh3
relevant statements
and fairness shall b

5.8 [Subject to the exa
Complaint, all reco
may be necessary
made available.

5.8.1 [Access to

port of the Complaint is required,
Customer’s preferred method of
ation or evidence is required.
that any delay in their response to
heir Complaint, as per Section 5.5

provide information or evidence
bndeavours shall nevertheless be
r, it is not possible to uphold the
ed information or evidence, the
er informed of the outcome in

luated, taking full account of all
nd circumstances. Full objectivity

,] During the investigation of the
pes [agents] [subcontractors] that
d thorough investigation shall be

d/or information is restricted and
sert name and/or position>>:

or information>>;
or information>>;
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C) <<ing brds or information as required>>.]

bcision shall be reached within the
to the exceptions noted therein).
bet out in Section 6.

5.9 Following examinat
time period set ouf
Resolution Actions

5.10 [Once a decisi
Recommendations
within <<insert perig
of the outcome.

5.11 In the event that 4
decision and/or R
reasons for such
shall be reconside
Complaint within <<
to <<insert name
Decision and/or
preferred decision &

e, Investigation Reports and
<insert name and/or position>>
pre the Customer may be informed

sition>> does not agree with the
Section 5.10 he/she shall give
lecision and/or Recommendation
responsible for investigating the
5 Days. If, following resubmission
e still does not agree with the
ert name and/or position>>’s
Shall be final].]

Section 5.9] OR [Once a decision
e under Section 5.10 or 5.11, as
pcision Letter shall be sent to the
hppropriate. Decision Letters shall
ion(s). [The Customer shall also
hl Resolution of their Complaint.]
vestigation Report and decision
o other staff, file storage, logging,

5.12 [Once a decision h
has been approved
applicable], an Inve
Customer by first cl
set out the decisio
be reminded of thg
<<Insert number>
should be <<descri
recording etc.>>.

5.13 If a delay either oqg
procedure, the C
communication me
likely length of the @

ely to occur at any stage of this
med using his or her preferred
puld be informed of the length or
refor.

6. Resolution Actions

When handling Complaint
appropriate to the facts ang

on Actions may be selected, as
plaint:

6.1 <<Insert descriptio
6.2 <<Insert descriptio
6.3 <<Insert descriptio
6.4 <<Insert descriptio
6.5 <<Insert further Req ed>>.

7. [External Resolution

7.1  As [l am] OR [<<in
OR [<<insert app
organisation>>, C
Complaints from t
resulting from this

[a member of] OR [regulated by]
onnection>>] <<insert name of
to seek External Resolution of
re not satisfied with the outcome
edure.

7.2 <<lInsert organisat any and all such referrals in
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10.
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accordance with <
appropriate represg
contact with [me] A
business name>>
pertaining to a Co
for External Resol
organisation name
position>>.] Any a
evidence or inform
undue delay [, suk
and/or position>>,
pertinent given the

blicies, procedures etc.>>. The
rganisation name>> may require
ents] [subcontractors] of <<insert
s to documents and information
Customer refers their Complaint
h interactions between <<insert
place via <<insert name and/or
<<insert organisation name>> for
oral, shall be answered without
d authorisation of <<insert name
said request is reasonable and

7.3 <<lInsert further pro

Implementation of Resol

Upon the conclusion of 3
require implementation in
Resolution Actions ultim
position>>, <<insert contad

tion Action(s) settled upon shall
pnsibility for the implementation of
DR [<<Insert name>>, <<insert

Recording of Resolution

9.1 Upon the conclusio
Resolution Action(s

b implementation of the applicable
gging or recording>>.

9.2 <<insert further pro

Confidentiality and Data

10.1  All Complaints, Apj
processed under th
utmost confidence
employees [agents
extent required to
Complaints Handlin

10.2 Inthe event that th
improvement purps
employees [agent
name>>] beyond
relevant Customer
Customer’s preferrg
may be used to id
so used. Such per
Customer’s right tq
Complaints Policy.

br information gathered, held and
Procedure shall be treated with the
nformation may be shared with
sert business name>> only to the
guestion in accordance with this

re to be used for training or quality
ey may be shared with other
[mine] OR [<<insert business
plaints Handling Procedure, the
ust first be sought using that
onal details (that is, anything that
| be removed from all information
pt any time in accordance with the
6.2 of [my] OR [our] Customer

10.3 All personal inform
to, Customers’ na
held in accordance
not limited to the
and Electronic Co

DR [us] (including, but not limited
shall only be collected, used and
data protection law (including but
ection Act 2018, and the Privacy
s 2003) and Customers’ rights
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thereunder, as set
Notice>> available

11. Procedure Review and R{

11.1 Overall responsibi
implementation the

11.2 This Complaints Ha
not more than <<ins

11.3 This Complaints Ha
11.4 This Complaints Ha
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sert document name, e.g. Privacy
b>

Handling Procedure and the
insert name and/or position>>].

e reviewed regularly at intervals of
b updated as required.

opted on <<insert date>>.

5t reviewed on <<insert date>>.

Bole Trader)



