Customer Complaints Procedure

Effective as of August 2025

At K&S Bespoke Builds Ltd, we are committed to delivering excellent customer service. If something goes wrong, we want to make it right — quickly, fairly, and respectfully.

Step 1: Raise the Complaint

Please contact us as soon as possible using one of the following methods:
· Phone: 07854 569978
· Website: www.kandsbespokebuilds.com (Contact Form)
· Post: K&S Bespoke Builds Ltd, [Insert Postal Address]
(Optional: Add email if you’d like to provide a written contact method)

Please include:
· Your name and contact information
· A clear description of the issue
· The date the work was carried out
· Any photos, documents, or relevant details

Step 2: Acknowledgement
· We will acknowledge your complaint within 2 working days of receiving it.
· We may contact you for further clarification or supporting evidence if needed.

Step 3: Investigation
· A thorough investigation will be carried out by a member of our management team.
· This may involve reviewing project files, visiting the site, and speaking with staff involved.
· We aim to complete our investigation within 10 working days.

Step 4: Response
· We will provide you with a full response in writing (or your preferred method of contact).
· Our response will explain what went wrong, what we’re doing to fix it, and any further steps we’ll take to prevent recurrence.
· If we are unable to resolve your complaint within the timeframe, we will keep you informed and provide an expected resolution date.

Step 5: Resolution
· If the complaint is upheld, we will take corrective action — which may include repairs, replacements, or financial compensation where appropriate.
· We will also take steps to ensure similar issues don’t occur in the future.

Step 6: Escalation (if needed)

If you’re not satisfied with our final response, you may refer your complaint to a third party such as:
· Citizens Advice or Trading Standards
· A relevant Alternative Dispute Resolution (ADR) service
· Your local council building control, if the issue relates to regulations

We will cooperate fully with any independent review process.

Our Commitment

We value every customer and treat all complaints seriously. Your feedback helps us maintain high standards and improve our service.

