Complaints Procedure From 1st July 2010

Every now and then you will get a complaint. Some of these will be genuine as we’re all only human when all said and done. Others will be ‘try-ons’ especially at certain times of year.

If and when you receive a complaint, this is the procedure to follow.

a) Send a copy of the e-mail or message that you received from the complainant to Head Office using the Front Office e-mail address ovenuenquiries@btconnect.com
b) Send Head Office a copy of your e-mail to the client with details of your proposed remedial action to their complaint including the date and time that you intend to sort out the ‘complaint’. If you’ve resolved the complaint over the phone, please send us an e-mail letting us know that this has been done.

c) When you have resolved a complaint by re-visiting the client’s home, please send details to Head Office of the action taken to ‘satisfy’ the complaint along with a declaration that the issue has been resolved to the client’s satisfaction or otherwise including the date and time that the corrective measures were undertaken.

These steps need to be followed exactly as they form an integral part of the revised OVENU system, internal auditing and ISO 9001:2008 accreditation.
