
The Customer Charter confirms that we are committed to providing high-quality 
products and service. However, installing replacement window and door frames can 
be a complicated process and occasionally things do go wrong. When things go 
wrong, we will do our best to put them right. Unfortunately, this may not always be 
possible before you feel you want to make a complaint. It is important to make a 
difference between what is a request for service and what is a complaint.

If you ask a question or for a service call, this is not a complaint. It only becomes a 
complaint when we fail to deal with the question or to complete the service call 
within a reasonable timescale. You agree to notify us and to give us reasonable 
opportunity to sort out any complaint you may have. You can contact the Customer 
Contact Centre on 01274 842842.

Receiving a complaint
We can accept complaints:
By Phone;
By email; and
Post

Your obligations
When making a complaint you will be courteous & respectful of staff recording 
and/or dealing with the issue. You will engage in the complaint process and assist in 
resolution by providing any additional information that may be required and providing 
reasonable access to your property, if an inspection or remedial work is required. 

Stages
There are set procedures for dealing with complaints. The following is a brief 
overview of the route for a complaint.

At stage 1: We acknowledge the complaint. If you phone we will do our best 
to reply in 72 hours wherever possible. If you write to us with your complaint, 
we will send our acknowledgement of receipt by return of post, during 
working hours. We will do our very best to sort out the issues within 28 days 
and, if not possible due to, for example, a need to order or manufacture 
something, we will make suitable arrangements with you to sort the matter out 
within an agreed timescale. We will do our best to resolve all matters for you 
at this stage.
At stage 2: If Stage 1 is not successful, there is a route of appeal to the CEO's 
Office staff (see section B).
At stage 3: If the complaint is still not sorted out, it could go to the Glass and 
Glazing Federation Conciliation Service (see section C) before it can be 
referred to The Glazing Arbitration Scheme (see section D) or the Financial 
Ombudsman Service (see section E) as the very final stage. 

Action we will take when we receive your complaint
We will always:

! Take your complaint seriously and respond;
! Record full details of the complaint, ensuring details are entered into 

the relevant database;
! Take responsibility for dealing with the complaint;
! Respond politely and keep your details confidential; and
! Take action, giving priority to serious complaints and matters that 

could affect safety and security.

A Action to Sort out a Complaint

An Apology
If we or any individual involved in the business have made a mistake in dealing with 
you, a simple apology acknowledging the mistake will often deal with the matter 
satisfactorily.

Carrying Out a Service Call
If you have complained about the quality of the products or service, agreeing a 
prompt convenient service call and making sure we arrive on time will hopefully go a 
long way to dealing with your complaint.
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Replacing a Faulty Product
If, following an inspection or service call, it is clear that you have a valid complaint 
about the quality of a product which cannot be repaired we will order and install a 
replacement to sort out the complaint.

Providing a Full Explanation
Sometimes we will provide a thorough explanation of the circumstances that led to 
the complaint, together with an apology.

Making a Payment
In many cases poor or slow administration may lead to a complaint, particularly if you 
are entitled to a refund, compensation payment, recommendation fee or other 
payment. We will aim to issue all payments promptly.

Staff Training
We know that poor attitude or poor personal skills can make you want to complain. 
When this is the case, we will identify the relevant colleagues and retrain them. 
Again, we will apologise and provide an explanation, as appropriate.

Being Fair
We aim to be open and fair. Colleagues should be able to take responsibility for their 
mistakes. We will deal with all complaints in an independent, thorough, fair and 
sensitive way. If the complaint is serious, we will ask for all the facts and take 
appropriate action. If we need to take disciplinary action, the details of the action will 
stay confidential and will not be communicated to you.

Compensation
If your complaint falls within the guidelines of our Compensation Claims Policy, we 
will send you a compensation claim form. Claims are assessed against evidence of 
actual loss that can be proven and to pursue such a claim you will need to fully 
complete the claim form and return it together with your required evidence of loss.

The above is not a full list and the action we take in sorting the complaint out 
will always reflect the nature of your complaint and the importance of each 
customer to our business.

B If your complaint is not dealt with to your satisfaction

When we have taken action to deal with a complaint and you are still not satisfied, 
you can appeal to the CEO's Office staff. You must clearly set out your reasons for 
appeal and provide any additional information you believe will help us to resolve your 
complaint.

Upon referral to the CEO's Office staff they will:

! Clearly see what the facts of the complaint are by investigating it 
thoroughly (by referring back to you if any detail is not clear).

! This will include as appropriate:
! Identifying the department that is currently dealing with the complaint (if 

any);
! Identifying the person within the department who is currently dealing with 

you (if any);
! Identifying any communication barriers, for example, language, hearing or 

speech difficulties and so on;
! If appropriate, gathering details of previous service calls, the nature of the 

problems and any previous correspondence with you;
! If appropriate, assessing whether it is likely that an agreed service call will 

sort the complaint out;
! If appropriate, assessing whether the timescale for an agreed service call 

is acceptable; and
! Deciding whether a service call has already been arranged and for what.
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Result of Investigation – Complaint Unjustified

If we find that we have acted fairly and according to the Customer Charter, we will 
class the complaint as unjustified and we will give you a full written explanation.
We will also tell you about the right to seek the assistance of the Glass & Glazing 
Federation's Conciliation Service, if appropriate.

Result of Investigation – Complaint Justified

If after investigating we find that your complaint is justified, we will:
! Apologise; and
! Promptly decide what is needed to satisfactorily sort the complaint out and 

confirm this with you (in writing if appropriate).

The action we take may include:
! Arranging to inspect your property;
! Continuing with any agreed service call as planned;
! Continuing with any agreed service call, amended to include details of the 

complaint;
! Cancelling any agreed service call and transferring the complaint to another 

department to deal with;
! Setting a reasonable deadline to sort out your complaint;
! passing on full details of what is needed to satisfactorily sort your complaint out 

(including the deadline) to a named individual and department; and
! Monitoring the progress of the complaints, giving you regular updates and 

reviews until the complaint has been dealt with satisfactorily.

C Independent Conciliation
In the unlikely event that we are no able to satisfactorily resolve a problem, you can 
approach the Glass & Glazing Federation (GGF) who offer a correspondence based 
conciliation service. They will mediate to try to seek a satisfactory solution. The 
address to write to is: The Conciliation Manager, GGF, 54 Ayres Street, London, SE1 
1EU. 

D The Glazing Arbitration Scheme
If the conciliation procedure fails to resolve your complaint it may be referred to The 
Glazing Arbitration Scheme (TGAS) www.tgas,org.uk which is administered by the 
Centre for Effective Dispute Resolution (CEDR). They provide a low cost and 
independent service to consumers aiming to reach resolution of unresolved disputes 
in full and final settlement. All applications for arbitration must be made via the GGF 
Conciliation Manager.

E Complaints about financial service
If we cannot sort out a problem about a financial service, you may refer to the 
Financial Ombudsman Service. You can contact them at www.financial-
ombudsman.org.uk or by post at: 
The Financial Ombudsman Service
South Quay Plaza
183 Marsh Way
London
E14 9SR

F Audit
An internal audit will take place periodically across the business and shall be initiated 
by the CEO's Office staff against a pre-defined schedule.

G Management Reviews
Periodic reviews of the Complaints Management System shall be carried out by the 
CEO's Office staff and the management team. They shall identify areas of 
opportunity within the system and make any necessary improvements.

PROCEDURE PROCEDURE 
FOR HANDLING FOR HANDLING 

COMPLAINTSCOMPLAINTS

PROCEDURE 
FOR HANDLING 

COMPLAINTS
OUR CUSTOMER 

CHARTER CONFIRMS WE 

ARE COMMITTED TO 

PROVIDING HIGH QUALITY 

PRODUCTS AND SERVICE

  CM/004/Issue 9   Page 3 (of 3)

Customer
Satisfaction
Management

10002

CMS 99605


