
 
 

 
 
 
 

VHL Complaints Policy 
 
Policy Statement 
 

Village Heating Ltd (VHL) is committed to providing excellent service, minimising 
disruption, and maintaining high levels of stakeholder satisfaction. We recognise that, 
on occasion, complaints may arise. This policy ensures that all complaints are handled 
promptly, transparently, fairly, and in line with UK legislation and industry best practice. 
 

This Complaints Policy applies to all staff and forms part of the VHL Employee 
Handbook and Contract of Employment. 
 
 
 

Purpose and Scope 
 

The aims of this policy are to: 
 

1. Ensure complaints are dealt with politely, fairly, and in confidence. 
 

2. Attempt to resolve complaints quickly and effectively. 
 

3. Inform complainants of next steps if they remain dissatisfied. 
 

4. Maintain a secure database of all complaints (formal and informal). 
 

5. Use complaint data to monitor performance, identify trends, and implement 
service improvements. 

 

6. Ensure a full audit trail is retained to support legal or regulatory requirements. 
 

This policy covers complaints from: 
 

• Customers (residents, homeowners, housing associations, and other 
stakeholders). 

 

• Contractors and third parties. 
 

• Members of the public. 
 
 
 
Definition of a Complaint 
 

A formal complaint is one which relates to: 
 

• Unacceptable behaviour or conduct of an employee or subcontractor. 
 

• Poor quality, standard, or timeliness of work.



 
 

 
 
 
 

• Failure to provide agreed services, including parts and materials. 
 

• Breaches of communication standards or professionalism. 
 

• Health & Safety or Environmental concerns. 
 

• Detrimental criticism of the company’s performance. 
 

All complaints received in writing (letter, email, portal submission) are automatically 
considered formal complaints. 
Verbal or minor issues that can be resolved immediately may be treated as informal 
complaints, but must still be logged for monitoring. 
 
 
 

Accessing the Complaints Process 
 

Residents and stakeholders can raise complaints via: 
 

• Telephone 
 

• Email 
 

• Written correspondence 
 

• In-person visits to the VHL office 
 

• Resident’s portal (with accessible formats such as braille or translation via 
Language Line where required) 

 

All complaints are logged and tracked in FreshDesk and BigChange in real time. 
 
 
 

Complaint Handling Procedure 
 

Stage 1: Initial Resolution (Within 5 Working Days) 
 

• Customer contacts the VHL Customer Service Team. 
 

• Acknowledgement provided in writing within 1 working day, outlining next steps. 
 

• The team investigates and attempts to resolve within 5 working days. 
 

Stage 2: Escalation to Customer Service Manager (Within 10 Working Days) 
 

• If unresolved, complaint escalates to the Customer Service Manager (Rachel 
O’Calloghan).



 
 

 
 
 
 

• A more detailed investigation is undertaken, and findings are communicated to 
the complainant. 

 

Stage 3: Escalation to Director (Within 15 Working Days) 
 

• If still unresolved, the matter escalates to the Director (David Kelly). 
 

• A full review of the communication trail, investigation, and evidence is 
conducted. 

 

• A final resolution is issued in writing. 
 

If complaints remain unresolved at this stage, they may be escalated to the Senior 
Leadership Team, relevant contract managers (e.g., Red Kite), and ultimately the 
Housing Ombudsman or another regulatory body. 
 
 
 

Investigation Process 
 

• Workmanship/service complaints: Site visit by Senior Auditing Manager (Gurdip 
Bullhar), corrective actions identified, confirmed in writing. 

 

• Behavioural complaints: Records reviewed, formal interview conducted, in line 
with Safeguarding Policies and fairness principles. 

 

• All complainants are contacted within 24 hours, and resolution is sought within 
20 working days. 

 
 
 

Urgent Complaints & Immediate Rectification 
 

For critical issues such as lack of heating or hot water: 
 

• Engineers attend urgently, often same day. 
 

• First-time fix prioritised (87% success rate due to stocked vans). 
 

• Temporary measures (portable heaters, immersion heater checks, temporary hot 
water solutions) provided where necessary. 

 
 
 

Preventive & Long-Term Measures 
 

• Audits: 10% site inspections and 100% desktop reviews of all jobs.



 
 

 
 
 
 
 

• Training: Regular toolbox talks and contract-specific modules (customer care, 
complaints handling, safeguarding). 

 

• Trend analysis: Monitoring complaints to identify root causes and implement 
improvements. 

 

• Mandatory training: All employees must complete Customer Satisfaction & 
Resident Awareness courses. 

 
 
 

Communication & Reporting 
 

• Monthly contract meetings with Red Kite to review complaints. 
 

• BigChange audit trail: Every stage of the complaint documented. 
 

• Annual reports produced for continuous improvement and accountability. 
 

• Feedback integrated into service delivery planning. 
 
 
 

Retention & Legal Compliance 
 

• All formal complaint documentation retained for a minimum of six years in 
compliance with UK law. 

 

• Environmental complaints handled in line with HSE and government regulations. 
 

• External bodies notified where legally required (e.g., Housing Ombudsman, HSE, 
contract managers). 

 
 
 

Roles & Responsibilities 
 

• Customer Service Team: First point of contact, logs and attempts resolution. 
 

• Customer Service Manager (Rachel O’Calloghan): Oversees complaints, 
communication, and fairness. 

 

• Senior Auditing Manager (Gurdip Bullhar): Conducts inspections for 
workmanship complaints. 

 

• Director (David Kelly): Final review and resolution authority. 
 

• Office Manager: Ensures all documentation and records are retained. 


