42 Risk Management Customer Service & Complaint Handling Policy
1. Purpose
This policy sets out 42 Risk Management’s commitment to delivering exceptional client service and providing a clear, fair, and efficient process for handling feedback, concerns, and complaints. As a premium risk management and protective services provider, we recognise that trust, transparency, and responsiveness are fundamental to our client relationships.
2. Scope
This policy applies to:
· All employees, contractors, and representatives of 42 Risk Management
· All clients, prospective clients, partners, and stakeholders interacting with our services
· All service lines, including protective services, consultancy, risk assessments, and wellbeing-led security models
3. Our Service Commitment
At 42 Risk Management, we aim to:
· Deliver clear, proactive, and intelligence-led communication
· Provide tailored, client-centric solutions rather than generic or reactive services
· Uphold the highest standards of professionalism, discretion, and operational discipline
· Ensure all interactions reflect our brand values of integrity, collaboration, and excellence
· Continuously improve our services through feedback and reflective practice
We believe that strong client relationships are built on openness and shared understanding. We encourage clients to raise questions, seek clarification, and share feedback at any stage.
4. Definition of a Complaint
A complaint is any expression of dissatisfaction—whether verbal or written—about:
· The quality or delivery of our services
· The conduct or professionalism of our personnel
· Our communication, processes, or decision-making
· Any aspect of the client experience
All complaints are taken seriously, regardless of perceived severity.
5. How Clients Can Raise a Complaint
Clients may submit complaints through any of the following channels:
· Email: Directly to their account manager or to the central operations inbox
· Phone: Via the main office line
· In person: With any senior representative or team lead
· Written correspondence: Addressed to our Mayfair headquarters
We encourage clients to provide as much detail as possible to support a swift and accurate resolution.
6. Our Complaint Handling Process
6.1 Acknowledgement
· Complaints will be acknowledged within 24 hours of receipt.
· Where immediate resolution is possible, we will aim to provide it at this stage.
6.2 Initial Review
· A senior manager or designated complaints lead will review the matter within 3 working days.
· The reviewer will gather relevant information, including statements, logs, and operational records.
6.3 Investigation
· Complex complaints may require a formal investigation.
· Investigations will be conducted impartially, confidentially, and with respect for all parties involved.
· We aim to complete investigations within 10 working days, though clients will be informed if additional time is required.
6.4 Response & Resolution
Clients will receive a written response outlining:
· Findings of the investigation
· Any corrective actions taken
· Any service improvements implemented
· Options for escalation if the client remains dissatisfied
6.5 Escalation
If a client is not satisfied with the outcome, the matter may be escalated to:
· The Managing Director
· An external mediator or industry body (where appropriate)
We remain committed to resolving issues collaboratively and constructively.
7. Confidentiality & Data Protection
All complaints are handled in accordance with:
· UK GDPR
· Data Protection Act 2018
· Internal confidentiality protocols
Information is shared strictly on a need-to-know basis.
8. Learning & Continuous Improvement
42 Risk Management uses complaints and feedback to:
· Identify training needs
· Strengthen operational procedures
· Enhance client communication
· Improve service delivery and wellbeing-led support models
We maintain a complaints log to track trends, monitor performance, and ensure accountability.
9. Staff Responsibilities
All personnel must:
· Treat clients with respect, patience, and professionalism
· Report complaints promptly to management
· Cooperate fully with investigations
· Uphold the company’s values and service standards at all times
10. Policy Review
This policy is reviewed annually or following significant organisational, legal, or industry changes. Updates are communicated to all staff and incorporated into training and onboarding materials.

