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1. Complaints Policy 

This policy forms part of Ecosafe Heating Limited ta Ecosafe Group’s Integrated 
Management System (IMS) and aligns with the requirements of ISO 9001 (Quality 
Management Systems) and ISO 27001 (Information Security Management 
Systems). It supports our commitment to customer satisfaction, continual 
improvement, effective risk management and the protection of information. 
 
This policy also supports the standards and codes of practice required by our 
industry bodies, including Gas Safe Register, BMTrada, NICEIC and TrustMark, 
where applicable. 
 
Ecosafe Heating Limited ta Ecosafe Group is committed to providing high-quality 
heating, maintenance and construction services to our customers across the UK. 
We aim to deliver our services safely, professionally and in line with all relevant 
legislation, industry standards and best practice. 
 
We recognise that, on occasion, things may not go as planned. When this 
happens, we welcome feedback and take all complaints seriously. This policy 
explains how customers can raise a complaint and how we will manage it in a fair, 
transparent and timely manner. Handling complaints effectively helps us resolve 
issues and improve our services. 
 
 
 

2. Complaints Statement 

Our customers are at the centre of everything we do. If you are unhappy with any 
aspect of our service, workmanship, communication or conduct, we encourage 
you to tell us as soon as possible. 
 
We will: 

• Treat all complaints with courtesy, respect and confidentiality 
• Investigate complaints impartially and thoroughly 
• Keep you informed throughout the process 
• Aim to resolve complaints promptly and fairly 

 
Raising a complaint will not affect your right to receive services from us or the 
way you are treated by our staff. 
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3. What Is a Complaint? 

A complaint is any expression of dissatisfaction about our services, staff, 
contractors, workmanship, delays, charges or customer care where a response or 
resolution is required. 
 
 

4. How to Make a Complaint 

You can raise a complaint using any of the following methods: 
• Email: info@ecosafegroup.co.uk 
• Telephone: 01202 935064 
• Website: Complete the complaints form on our website (where available) 
• In writing: Unit G2, The Fulcrum, 9 Vantage Way, Poole, BH12 4NU 

 
To help us investigate your complaint efficiently, please provide: 

• Your name and contact details 
• The address where the work was carried out (if applicable) 
• A clear description of the issue 
• Any relevant dates, reference numbers or supporting information 

 
 

5. Acknowledgement 

• We will acknowledge receipt of your complaint within three (3) working 
days. 

• You will be provided with the contact details of the person managing your 
complaint. 

 
 

6. Investigation 

Your complaint will be investigated in line with our documented management 
system procedures. 
 
An appropriate manager will be appointed to investigate the complaint. Where 
possible, this will be someone who was not directly involved in the matter, 
ensuring objectivity and impartiality in accordance with ISO 9001 requirements. 
 
 
 

mailto:info@ecosafegroup.co.uk
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The investigation may include: 

 
• Reviewing job records, contracts, risk assessments, method statements 

and other controlled documents 
• Speaking with engineers, operatives or approved subcontractors 

 
• Reviewing compliance with relevant industry standards (e.g. Gas Safe, 

OFTEC or NICEIC requirements) 
• Requesting additional information from you if required 

 
All information will be handled securely and confidentially in line with our ISO 
27001 information security controls. 
 
We aim to complete our investigation and provide a written response within 
twenty (20) working days of acknowledging your complaint. If we need more 
time, we will explain why and keep you updated. 
 
Your complaint will be investigated by an appropriate manager who was not 
directly involved in the matter, where possible. 
 
The investigation may include: 

• Reviewing job records, contracts, risk assessments and relevant 
documentation 

• Speaking with engineers, operatives or subcontractors involved 
• Requesting additional information from you if required 

 
We aim to complete our investigation and provide a written response within 
twenty (20) working days of acknowledging your complaint. If we need more 
time, we will explain why and keep you updated. 
 
 

7. Resolution and Outcome 

Once the investigation is complete, we will inform you of the outcome in writing. 
• If your complaint is upheld, we will explain what action we will take to 

resolve the issue. This may include remedial works, corrective action or 
other appropriate measures. 

• If your complaint is not upheld, we will provide a clear explanation of our 
findings and the reasons for our decision. 

 

 



                                    (ES-POL-043) 
Complaints Policy, Statement & Procedure 

________________________________________ 
 

Issue: 2 Change Note No: CNN-0014 Review Due: February 2027 
Author: F.Sweetman Created Date: 06/10/2025  
Approved By: A.Marston Classification: Public 

 

When printed, this document is considered uncontrolled.                                                  Page 4 of 5 

 

8. Escalation and Appeal 

If you are not satisfied with the outcome, you may request a review by appealing 
in writing within 14 days of receiving our response. 
 
Appeals should be sent to: 
Email: fallon@ecosafegroup.co.uk 
 
 

An independent internal review will be carried out by a senior member of 
management. We aim to provide the outcome of the appeal within twenty (20) 
working days. 
 
Where applicable, we will also signpost customers to relevant external bodies or 
alternative dispute resolution schemes associated with our industry or 
accreditation schemes. 
 
 

9. Continuous Improvement 

All complaints are recorded, monitored and analysed as part of our management 
review and continual improvement processes, in line with ISO 9001 Clause 10 
(Improvement). 
 
Complaint data is used to: 

• Identify trends, risks and root causes 
• Improve service quality and customer satisfaction 
• Inform staff training and competency requirements 
• Review the effectiveness of our controls and procedures 

 
Where complaints relate to regulated activities, relevant findings may also be 
reviewed against Gas Safe, BMTrada, NICEIC or TrustMark requirements to ensure 
ongoing compliance. 
 
All complaints are recorded and reviewed regularly to identify trends, training 
needs and opportunities for improvement. Lessons learned from complaints are 
used to improve our systems, processes and service delivery. 
 
 
 
 
 

mailto:fallon@ecosafegroup.co.uk
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10. Contact Details 

For complaints or further information, please contact: 
 
Ecosafe Heating Limited ta Ecosafe Group 
Unit G2, The Fulcrum, 9 Vantage Way 
Poole, BH12 4NU 
 

• Email: info@ecosafegroup.co.uk 
• Telephone: 01202 935064 

 
Company Registration Number: 8589556 
 

 

Signed:     

Adam Marston   

Managing Director   

Dated: 17/02/2026  

 

mailto:info@ecosafegroup.co.uk

