
	

COMPLAINTS PROCEDURE 
 

Kerb Appealz value their customers and try and constantly improve the services and products.  We 
will try and help you at every step of the way.  If, however, you feel that we have fallen short of your 
expectations, we will do whatever we can to resolve your issues and promise to be transparent in all 
dealings with you during the process. 

Kerb Appealz will act in accordance with the Complaints Procedure should you feel that you have 
cause for complaint about our service.   Should you feel unhappy with the service you have received, 
please contact us at kerbappealz@gmail.com 

1. When a complaint is received from you about the service offered by Kerb Appealz, we will 
try and resolve the matter informally with you. 

2. Kerb Appealz will contact you to discuss the complaint informally within a period of 24 
hours of being made aware by you of any dissatisfaction.    

3. In the event that you remain dissatisfied with this informal resolution you will be asked to 
provide a formal written complaint so that every point can be investigated and responded to 
thoroughly. 

4. Within four working days of receipt of any written complaint the Director will write to you 
acknowledging receipt and confirming that they are investigating the complaint. 

5. Should the Director be on leave or otherwise unavailable, an alternative senior manager 
will be designated the responsible person to deal with your complaint in their absence. 

6. Upon receipt of any written complaint and following acknowledgement the Director will 
undertake an investigation of the issues raised.  This investigation will include interviews 
with the persons involved in the case and checking of all relevant details.  The investigation 
will also consider the activity history recorded on the Kerb Appealz platform.  Once a full 
investigation is complete, a full, honest and open written response will be sent to you within 
ten working days.  

7. There may be exceptional circumstances where the Director is unable to respond within 
this timescale.  In such circumstances, they will write to you and explain the reason why 
they cannot reply during that time and will provide you with an anticipated timescale as to 
when you are likely to receive a written response to your complaint. 

8. In the event that you are dissatisfied with the conclusions reached after investigation, you 
will be provided with details of how to contact The Property Ombudsman who will be able to 
independently review your complaint and our decision.  The Property Ombudsman’s 
decision will be treated as final. 

 


