FIBRE TELECOMS (UK) LTD

Complaints Handling Policy

Introduction

We are committed to providing a high-quality legal service to all our clients and have a procedure in place to ensure that any complaint is handled promptly, fairly and effectively.
In the event that you do have a complaint about the services you have received from Fibre Telecoms (UK) Ltd, please follow the procedures set out below.

How to notify your complaint to us

If you are dissatisfied with the advice or service you have received, we recommend that, in the first instance, you raise this with the employee who has been leading your case.

However, if you do not want to do that or if your discussions with that person do not resolve your issues, you can contact the companies’ complaints handling officer.

Remy Sunderland, Head of billing and Legal
remy.sunderland@fibretelecomsuk.co.uk
0330 094 8797

When contacting us, we encourage you to do this via email if possible. However, you can also contact us by telephone using the number above.
When notifying us of a complaint, please provide full details of the matters relevant to your complaint, including:
1. Your full name and contact details.
2. What you think we have got wrong; and
3. How you would like your complaint to be resolved.

Our actions after we are notified of your complaint

We will acknowledge receipt of your complaint promptly after receiving it, enclosing a copy of this procedure and will inform you in writing:

· that we are treating your communication as a complaint under our complaints handling procedure.
· how your complaint will be handled.
· our timescale for providing you with a formal response; and
· who at the Firm is dealing with your complaint.

We may require further information from you but, subject to that, within 10 working days of receipt of your complaint, we will investigate and provide a response to you, including any conclusions we have reached and any actions we have taken.
We may also, if appropriate, invite you to a meeting to discuss your complaint. You do not have to attend if you do not wish to or if you are unable to. We will be happy to discuss the matter with you by telephone or video conference where appropriate.

In certain circumstances, it may not be possible to investigate fully and respond to you within 10 working days. If this is the case, we will give you a written progress update on or before the tenth working day and provide a further timeframe in which we will aim to provide our full response. We have eight weeks to resolve your complaint. At the conclusion of our investigation and response, we will ask you whether your complaint has been resolved to your satisfaction.

Please note, we will not charge for the time taken to resolve a complaint.

Ombudsman Service
If you are still not satisfied with the result provided by us, you may be entitled to take the matter up with the The Ombudsman Service, an independent body which handles complaints against Telecommunication companies. Their service is free of charge.


Where you are eligible, the Ombudsman service expects complaints to be made to them within three months of the conclusion of our complaints process (Deadlock letter issue date).


