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1. Purpose and Policy Statement
JJ Burr Ltd is committed to delivering high-quality plumbing and heating services that meet contractual requirements, regulatory standards, and customer expectations. The Company recognises that, despite best efforts, complaints may arise. This policy sets out a clear, fair, and transparent process for the handling, investigation, and resolution of complaints.
The Company views complaints as an opportunity to improve service delivery, strengthen client relationships, and enhance operational performance. All complaints will be handled promptly, objectively, and courteously, without prejudice or retaliation.

2. Scope and Applicability
This policy applies to all complaints relating to the services provided by JJ Burr Ltd, including but not limited to:
· Quality of workmanship
· Timeliness and scheduling of works
· Conduct or professionalism of employees or subcontractors
· Communication and customer service
· Billing, invoicing, or contractual matters
· Health and safety concerns raised by clients or third parties
The policy applies to:
· Domestic, commercial, and construction clients
· Employees, subcontractors, and representatives of JJ Burr Ltd
· Complaints received verbally, in writing, or electronically

3. Definitions
Complaint: Any expression of dissatisfaction, whether justified or not, about the services, conduct, or actions of JJ Burr Ltd or its representatives.
Complainant: Any individual or organisation making a complaint.
Acknowledgement: Confirmation that a complaint has been received and is being addressed.
Resolution: The outcome agreed with the complainant to address the complaint.

4. Legal and Regulatory Framework
This policy is informed by, and aligned with, the following legislation and standards:
· Consumer Rights Act 2015
· Supply of Goods and Services Act 1982
· Alternative Dispute Resolution for Consumer Disputes Regulations 2015
· Civil Procedure Rules – Pre-Action Conduct
· Trading Standards guidance
JJ Burr Ltd is committed to resolving complaints fairly and proportionately and to engaging constructively in dispute resolution where required.

5. Roles and Responsibilities
5.1 Director
The Director is responsible for:
· Overall oversight of the complaints process
· Ensuring complaints are handled fairly and consistently
· Approving final responses where required
· Implementing corrective actions and service improvements
5.2 Managers and Supervisors
Managers and supervisors are responsible for:
· Receiving and logging complaints promptly
· Investigating complaints within their area of responsibility
· Gathering relevant evidence and statements
· Implementing agreed corrective actions
5.3 Employees and Subcontractors
All personnel must:
· Treat complainants with courtesy and respect
· Refer complaints to management without delay
· Cooperate fully with investigations
· Avoid making admissions of liability without authorisation

6. Complaints Handling Procedure
6.1 Receipt of Complaints
Complaints may be received:
· Verbally, in person or by telephone
· In writing, by letter or email
· Via third parties acting on behalf of a client
All complaints must be forwarded to management immediately upon receipt.
6.2 Logging and Acknowledgement
· All complaints are recorded in the Company Complaints Register
· An acknowledgement is issued within five working days
· The complainant is informed of the investigation process and timescales
6.3 Investigation
The investigation will:
· Review relevant job records, contracts, and correspondence
· Obtain statements from employees or subcontractors involved
· Consider photographic or technical evidence where applicable
· Assess compliance with contractual and regulatory requirements
Investigations are conducted objectively and without bias.
6.4 Response and Resolution
· A written response is issued within fourteen working days of acknowledgement
· Where further time is required, the complainant is kept informed
· Resolutions may include remedial works, explanations, apologies, or other agreed actions
No remedial works will be undertaken without management approval.
6.5 Escalation
If the complainant is dissatisfied with the outcome:
· The complaint may be escalated to the Director for review
· Alternative dispute resolution options may be offered where appropriate
· Legal remedies remain available to both parties

7. Communication and Record Keeping
JJ Burr Ltd maintains accurate and confidential records of:
· Complaints received
· Correspondence and responses
· Investigations and outcomes
· Corrective actions implemented
Records are retained in accordance with data protection requirements.

8. Training and Competence
Employees and supervisors involved in complaint handling receive appropriate training, including:
· Customer service and communication skills
· Understanding contractual obligations
· Managing conflict and difficult conversations
Training records are maintained.

9. Monitoring, Audit, and Review
Complaints data is reviewed periodically to:
· Identify trends and recurring issues
· Assess the effectiveness of corrective actions
· Inform service and process improvements
This policy is reviewed annually or following significant complaints or legislative change.

10. Enforcement and Disciplinary Arrangements
Failure to comply with this policy may result in:
· Disciplinary action in accordance with company procedures
· Removal from client-facing duties
· Termination of subcontractor agreements
Any attempt to conceal complaints or retaliate against complainants will be treated as serious misconduct.

11. Continuous Improvement
JJ Burr Ltd is committed to continuous improvement in customer service. Lessons learned from complaints are used to improve training, procedures, and service delivery.
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