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Complaints Procedure

Complaints Policy

Towers & Keightley Ltd is committed to providing the highest quality window and door manufacture and installation service to all of our customers.  When something goes wrong we need you to tell us about it.  This will help improve our standard of service.

If you have a complaint of any kind please contact us with the details, in writing, this should be within 7 days of the incident by email to info@towersandkeightley.co.uk or by post to 78 Snow Hill, Melton Mowbray, Leicestershire. LE13 1PH.

Complaints Process

1. We will send you a letter acknowledging receipt of your complaint within 7 days of receiving it, enclosing a copy of this Complaints Procedure document.

2. Your complaint will be investigated by a director who will speak to the team that worked on your job.

3. One of the directors will arrange to visit the home or premises where the installation was undertaken to discuss and, hopefully, resolve the complaint. This will be done within 14 days of sending the acknowledgment letter.
4. Within 5 days of this visit the director will write to confirm any findings or solutions that were agreed with you.

5. If a visit is not wanted or needed the director will send a detailed written reply to your complaint and include suggestions to resolve the matter within 21 days of sending your acknowledgement letter.

6. The complaint will be closed when we receive written acceptance of our findings or you fail to respond within 6 weeks of receiving our communications in points 4 or 5 above.

Please note:  Where a complaint is received and dealt with by the close of business following the day of receipt the above procedures do not need to be followed.  However, a record of the complaint and its resolution will be made and kept.
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