(Business name)
Customer complaints policy and procedure
Policy 

(Business name) welcomes information and feedback from customers.  This will enable us to improve the quality of service provided. We recognise the value in customer feedback and complaints and will accept the complaint openly. The complaint is seen as an opportunity to review and evaluate the service we deliver. The complaints procedure will be treated confidentially and with no retribution.

Procedure

1. In the first instance complaints may be made in person, over the telephone or in writing as determined by the customer.

2. All complaints are treated seriously and with the aim of resolving the complaint promptly.

3. The staff member receiving the initial contact will attempt to resolve the issue in the first instance (if within his or her authority). If this does not resolve the issue for the customer, the process will proceed to the manager after being notified by the staff member of any complaint.

4. The complaint will be recorded in the complaints register, including the action taken to resolve the issue and how improvements will be made in the business.


5. Staff affected by the complaint will be fully informed of all the facts and given the opportunity to comment.

6. The manager will attempt to resolve the complaint within 14 days.

7. If the issue is still not resolved to the customer’s satisfaction, as we are a Motor Trade Association (MTA) member, the customer can raise the issue with MTA’s Mediation Service.   This can be accessed by free phone 0508 683 633 or via the MTA website www.mta.org.nz.

8. MTA's Mediation Service addresses customer disputes with MTA members.   The process aims to help both parties come to a resolution in a friendly, efficient and unbiased way. 
