
 

                           
 
LORD Roofing and Grounds Works Complaint Procedure 
 
 

1. Introduction 
We always strive to deliver an exceptional standard of work and pride 

ourselves on our high standards and achieving them. Respect, integrity 
and professionalism are at the heart of our business and our client’s 
views are important to us. They help to ensure our services are 
consistently meeting, and exceeding people’s expectations. While most 
of our clients are very satisfied, we welcome the opportunity to 
improve. We listen to any expressions of dissatisfaction, queries and 
complaints, aiming to resolve these quickly and improving our services 
when these arise.  

 
If you feel that any of our work has not met your requirements please let us 

know, we will aim to resolve these concerns quickly, working with you.  
 
 

2. Suggesting 
Often people feel more comfortable about suggesting improvements rather 

than complaining formally. Anyone who has work carried out by LORD 
Roofing and Grounds works, and their friends/ family, may suggest.  

If you feel this is something you would like to do please don’t hesitate to 
contact our office manager. Both the company directors are informed of 
any complaints and suggestions that are received. 



 
 

3. Making a complaint 
We greatly value our clients and take all complaints seriously. We treat 
all complaints in confidence. 

 
 
 

4. How you can make a complaint 
You can complain: 
● in person 
● by telephone 
● through a member of our staff 
● by letter 
● by email 

 
 

 
5. How we handle complaints. 

 
We aim to resolve concerns immediately, if we are unable to do this within 

14 days, we will; 
● Tell you why 
● Give you the name and contact number of the person handling 

the complaint 
● Keep you informed of the progress 

 
 
When we have finished investigating, we will arrange to meet with you to 

discuss the outcome; 
● Any action we have taken 
● Our proposals to resolve your complaint.  

 
 

6. Time limits 
You should complain as soon as you can after the date on which the event 

occurred or came to your notice.  We may not be able to investigate 
properly if your complaint is more 28 days after the work has been 
completed. 


