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CDT4.0 Complaints Policy v2 

Part of being useful and honest is being responsive. We recognise relevant user feedback when we 

see it, and we do something about it. We take pride in responding to communications from our 

clients, whether questions, problems, or compliments. If something is broken, we want to fix it. 

CDT is committed to ensuring that concerns from Clients are acknowledged, responded too and that 

where necessary, action can be taken to prevent a reoccurrence. Any client’s complaints are formally 

recorded and investigated. All staff must be familiar with the Complaints Policy and Procedure. All 

complaints are investigated immediately by the Managing Director & Operations Manager. For any 

nonconforming work a decision will be made whether to remake or rectify the work. 

The Operations Manager is responsible for dealing with all written and verbal complaints relating to 

the company. The Managing Director is informed and a response will be drafted. This will also be 

recorded in to the Complaints File. Should the complaint relate to a member of staff, a copy of any 

documentation is kept in their employee file. 

We plan to: 

• Listen to all complaints and treat them with courtesy and empathy. Clients who complain 

are not disadvantaged as a result of making a complaint. 

• Ensure that we take time to listen and fully understand the concerns, this may mean asking 

for clarification where elements are unclear.  

• Reassure Clients that complaints are welcome as a means of enabling the service to 

improve.  

• The manner used to respond to concerns must never be superficial, curt or negative. Care 

must be taken over the messages sent out in the first interaction as this will set the tone and 

often influence the likelihood of dealing with the issue and looking to repair the relationship. 

• The Operations Manager will review the complaint and agree issues, methods and 

timescales to be responded to. 

The actions of complainants who are angry, demanding or persistent may result in unreasonable 

demands or unacceptable behaviour towards staff. Staff are not expected to tolerate abusive or 

threatening behaviour. This should be reported immediately and the situation reviewed.  

 

All staff members are required to cooperate fully in the implantation of this policy. 

 

 

 

 

John Hewitt 

Manging Director 

Date: 01.06.17 

 

 

 


