
Plantec Complaints Procedure

The rules relating to the internal handling of complaints by Plantec, including the  
procedures which are in place; the time limits within which we must deal with a  
complaint; the referral of complaints, the records of a complaint which Plantec  
make and retain; This is to ensure that complaints are handled fairly, effectively  
and promptly, and resolved at the earliest possible opportunity, minimising the  
number of unresolved complaints. This is consistent with the FSA's consumer  
protection regulatory objective.  

Access to our Complaint Procedures  

! We will accept complaints made in writing, by telephone, fax, e-mail or in person.  

! If the complaint is made by telephone we will not ask the complainant to repeat  
  the details in writing.  

! We will supply a copy of the Complaints Handling Policy at any time or in receipt  
  of a complaint when requested.

! We aim to resolve all disputes within 8 weeks of receipt.  

Handling Complaints 

! Any complaint received will be logged on our internal database.  

! We will try to resolve a complaint on the spot or within one business day of  
   receiving it.

! If not we will send an acknowledgement within 5 business days.  

!"#he acknowledgement will give details of the person handling the complaint. Our  
   understanding of the complaint and include a copy of our internal complaints  
   procedure. Give our final response or explanation as to why we need more time 
   to investigate.  

Further Response 

Our further response will be in one working month from receipt of the complaint  
and this response should:

a) Accept complaint and offer redress where appropriate.  

b) Reject the complaint and explain reason for doing so.  

c) Explain that we have been unable to resolve the complaint and why we need more  
    time to do so. We must state when we will contact the complainant again.  



Final Response

!"#ill"be"issued"on"all"$omplain%&"logged"outlining"ou'"(inding&"and"%he"rat)*+,-"
"""behind"%he"de$ision"we"have"'ea$hed.""

Eligible Complaints 

An"eligible"$*/0-,)+%"relates"%o"any"expression"o("dissat)&(a$tion"expressed"(o'/"or"
on"%he"behal("o("our"$1&tomer."2his"may"relate"to"&3'4)$3"provision"or"potent),-"
()+,+$),-"losses.""

Escalation Procedures 

5--"$*/0-,)n%&",'3"-*66e7"*+"*1'"7,t,8,&3",+7"t93")+)%),-"poi+%"*("$*+%,$t":)--"%';"%*""
resolve"in"$*+<1+$%ion"with"%heir"&enior"or"line"manager"as"deemed"appropriate.""

=3%,)-&"*("%h3"$*/0-,)+%",+7")+43&%)g,%)*+",+7"0r*6'3&&"&9*u-7"83"-*663d"
)//37),%3-;",+7"'361-,r"0'*6'3&&"1p7,%3&"+*%37.""

>("%hey"are"unable"%o"resolve"%he"$*/0-,)+%"i%"will"be"3&$alated"%o"%he"departmental""
manager.

?,)-)+6"&,tis(,$%*';"'3&*-1%)*+"%93+"%h3"$,&3"&9*u-7"83"'3(3''e7"%*"*1'"@3'4)$3"
Manager"(or"(inal",7<1di$ation"or"in"hi&"abs3+$3"the"Managing"Dire$%or.""

Customer&"who"remain"un-sati&(ied"a(%er"%he"8"weeA"period"have"%he"righ%"%o"re(er"%he""
handling"o("the"$*/0-,)+%"%o"%he"Claims"Managemen%"RegulatorB""

Claims Management Regulation  
Monitoring"and"C*/0-),+$3"Unit
57"–"60"High"@%,
Burton"upon"2rent,
@%a((ordshire,""
DE14"DE@
23-309*+3B"FGHI"HIF"J8IG""
FaKB"0845"450"6866
Email:")+(*L$-,)/sregulation.gov.uk
M3$*'7)+6"o("Complain%&"and"Reporting

#e"maintain"'3$*'7&"o("$*/0-,)+ts"(or"a"minimum"o("%hree"years"(rom"%he"date""""""""""
o("'e$eip%."2hese"in$lude"%he"name"o("%he"$omplainan%N"&ubstan$e"o("%he"$omplaint"
and"an;"$orresponden$e"between"%he"'espe$%ive"partie&.""

#e"$,+"provide"managemen%"repor%&"a&"required"%o"parties"who"have"a"vest37"
interest.


