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Complaints Procedure
1 Introduction
CMS Surveyors Ltd is committed to providing the highest levels of care to all our customers. If any of our
customers are in any way dissatisfied with our services, they are encouraged to let us know as soon as
possible. This will help us to continually improve our service.
Customer complaints are invaluable to our business. They can offer specific insights into how the
organisation might improve its processes and procedures. It is important, therefore, to make it as easy as
possible for customers to communicate a problem or issue with our services.

2 Methods of communicating a complaint
Customer complaints may be sent in a number of ways:

•
•
•

Telephone
E-mail
Letter

CMS Surveyors welcomes all forms of communication for complaints. As a minimum we require the customer
name and contact details, their preferred method of communication from CMS SURVEYORS and specific
details on the nature of the complaint.
A standard complaint template is available for customers and is shown below.
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3 Complaints procedure

Complaints can be made by letter, email or telephone.

We will acknowledge receipt of the complaint, using the customers preferred method
of communication, within three working days.

CMS Surveyors take all complaints seriously and aim to address all concerns
thoroughly, promptly, and politely. Records of all complaints will be kept in the
CMS Surveyors 'Complaints Log'.

Complaints should normally be directed to the member of staff with whom the
customer been dealing, in order to allow them to explain what actions have
been taken and to help resolve any concerns. Alternatively, a customer may ask
for the name of the individual’s line manager and direct the complaint to them.

We aim to resolve all customer complaints as quickly as possible. The length of
time will depend on the issues involved. If it is not possible to reach a prompt
conclusion, we will contact the customer with an explanation, and set out
expected timescales by which matters should be resolved.

Any correspondence will be treated in confidence. An exception will be made in the
event that a third party is implicated by a complaint, and we need to discuss the details
of the issue with them in order to reach a satisfactory conclusion.

We aim to resolve all our customer complaints internally. If, however, a customer is not satisfied with
the outcome of our complaints procedure, outcome of our complaints procedure; they will be
encouraged to contact our ADR (Alternative Dispute Resolution) provider, which is ATMA (Association
of Technical Monitoring Agents.
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4 Complaints Log
All customer complaints will be recorded in the ‘Complaint Log’. As a minimum, each record should
include the following information:

•
•
•
•
•
•

Date of complaint
Complainant’s name
Nature of the complaint and the circumstances
Name of the person who is the subject of the complaint (if applicable)
The specific service which is the subject of the complaint
The date of the conclusion of the complaint and a record of the final decision

5 Review and Development
This policy shall be reviewed by the Senior Management Team and updated regularly to ensure that it
remains appropriate in light of any relevant changes to the law, organisational policies or contractual
obligations.
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