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Complaints Procedure

Complaint raised or inferred

Complaint registered and recorded.
Customer notified within two working days

Investigation by senior staff

Customer asked for their account

Identify issues

Dialogue with customer.

Ye N
es Complaint resolved within 10 days? °
Follow up with written Escalate within ER hierarchy. Within
correspondence to customer 2 working days notify customer

Consider processes. Liaise with

Complete registration of complaint ) .
P g P management to disseminate any lessons

Call Estate Research on 01942 826 500 or
email to discuss
in confidence. We'll look to put it right!

Ask whether we can send a
customer questionnaire
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