HI-Devon Complaints Procedure

HI-Devon has a written a complaints procedure for all organisations purchasing the services of HI-Devon and for members of the public accessing those services whether directly or indirectly.

In the first instance, it is expected that dialogue between the complainant and a member of HI-Devon will resolve any difficulties.  To discuss any issue which it is felt may be grounds for complaint please contact us on 01626 365581.

Where it is not possible to resolve the complaint through this initial dialogue, the complainant should follow the steps below.

Step 1

The complainant should notify HI-Devon in writing that a complaint is being made, detailing the nature of the complaint and which contract and property it relates to.

The complaint should be emailed to 
Info@hi-devon.co.uk 
or sent by post to Client Services, HI-Devon, 20 St Columba Close, Kingsteignton, Newton Abbot, Devon, TQ12 3RL.  This written notification should be provided at the earliest opportunity, but in any event must be received within 21 days of the date on which the subject of the complaint was first noted.
Step 2

On receipt of the communication advising that a complaint is being made HI-Devon will formally acknowledge receipt and advise who has been appointed to deal with the complaint.  This acknowledgement will also indicate any additional information that is required to instigate investigation of your complaint.  Should your initial complaint not contain sufficient information for us to investigate the matter effectively it will not progress to Step 3 until we are in receipt of the additional information requested.
Step 3

The appointed individual at HI-Devon will investigate the complaint and will respond to the complainant within 10 working days of receipt of the complaint.

Step 4

In the event that the complaint is upheld the response will suggest a resolution to the complainant. HI-Devon will implement the resolution if accepted. If the resolution is not accepted by the complainant, the appointed individual at HI-Devon will reconsider the suggested resolution with reference to the complainant’s grounds for not accepting the suggested resolution.
Step 5

HI-Devon will review the complaint, investigation and suggested resolution, in conjunction with other advisors if applicable. HI-Devon will reconfirm the original resolution or propose a revised resolution to the complainant within 10 working days from the date of escalation.

Step 6

HI-Devon will implement the resolution if accepted. If the resolution is not accepted, the Senior Management Team will reach a final resolution.
Step 7

It is anticipated that our clients will be satisfied with the services provided by HI-Devon and any concerns will be addressed within the above steps.  In the unlikely event that they are not, HI-Devon is a member of the EPC Solutions certification scheme.  EPC Solutions operates a structured independent complaints process to handle disputes with scheme members that cannot be resolved with the member directly.

Details of this complaints scheme are available on the EPC Solutions website at 
www.epc-solutions.co.uk or will be provided on request by HI-Devon.
Additional notes

Notes 1 – Any complaint raised will be considered in conjunction with the HI-Devon standard terms and conditions applicable to the relevant instruction. Complainants should ensure that the subject of any proposed complaint is not excluded from consideration by the terms applicable to the instruction.  Further copies are available on request.
Notes 2 – Every effort has been made to ensure that the information given above regarding contact details and web addresses is correct at the time of printing. Such details may change from time to time without our knowledge.
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