Complaints Procedure
We always endeavour to provide the best service and products for our customers. However, on rare occasions, we recognise that there may be times where our customers may not be completely satisfied.
To ensure we are able to put things rights as soon as we can, please read our complaints procedure below and we will respond promptly to ensure complete satisfaction.
As soon as possible after the completion of the works, please inspect the work to ensure everything has been carried out to our usual high standards.
In the unlikely event there is anything you are not completely satisfied with, please contact us as soon as you can in order that we can rectify any problems as soon as possible.
· Introduction to complaints and suggestions procedures
We at RJL always aim to provide a high standard of customer service.
Our customers’ views are important to us and help to ensure our services are consistently meeting people’s needs. If you are unhappy with any of our services it is important that you let us know.
· Making a Suggestion 
Often people feel more comfortable about suggesting improvements rather than complaining formally. Anyone receiving services, and their friends/ family, may make a suggestion. You can do this by writing to the Service Director by email to enquiries@rjlheatingservices.co.uk or by sending in a letter to RJL heating services PO Box 599 Sevenoaks Kent TN13 9SX alternatively you can call the office on 01689 860315.
· Complaints procedures
We aim to handle complaints quickly, effectively and in a fair and honest way. We take all complaints seriously and use valuable information from investigating to help us improve the service we provide. We treat all complaints in confidence.
RJL heating services Ltd assures clients and their families that it will not withdraw or reduce services because someone makes a complaint in good faith.
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· How to make a complaint
 
You can complain:
by telephone to 01689 860315
through a member of our staff
through an advocate or representative
where someone complains orally we will make a written record and provide a copy of it within 3 working days
by letter to Rjl Heating services Ltd PO Box 599 Sevenoaks Kent TN13 9SX
by email to enquiries@rjlheatingservices.co.uk

· How we handle complaints 
 
The Service Director may ask one of the management team to investigate the complaint. That person will have enough seniority and experience to deal with the issues raised by the complaint
We will acknowledge a complaint within 3 - 5 working days and give you the name and contact details of the person investigating it.
We will keep you informed about the progress of the investigation. We aim to have all complaints finished within 28 working days unless we agree a different time scale with you.
· Timescale 
You should complain as soon as you can after the date on which the event occurred or came to your notice. If you complain more than twelve months later, we may not be able to investigate properly. But we shall also consider whether you had good reason for not making the complaint sooner and whether, despite the delay, it is still possible to investigate the complaint effectively and fairly.
· If you’re not happy with how we handle things
 
At any stage during the process, if you are not happy with the way we are dealing with your complaint you can contact the Service Director at enquiries@rjlheatingservices.co.uk or write to them by post at RJL heatingservices PO Box 599 Sevenoaks Kent TN13 9SX alternatively you can call them on 01689 860315
Where we cannot resolve any complaints using our own complaints procedure, as a Which? Trusted trader we use Dispute Resolution Ombudsman for dispute resolution. In the unlikely event of a complaint arising and you wish to refer the complaint to them please contact us on 0117 981 2929 or via their website http://www.disputeresolutionombudsman.org/which-trusted-traders-partnership/ 

