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Complaints Procedure

Introduction

At T. C. Harrison Group Limited we take pride the customer service levels that we provide, but should you feel that we have fallen short of what you would expect from us, we have a complaints procedure to help you resolve any issues as quickly and appropriately as possible.

Our customers’ views are important to us and help to ensure our services are consistently meeting people’s needs. If you are unhappy with any purchase you make or service you receive from us it is important that you let us know.

Making a Suggestion

Often people feel more comfortable suggesting improvements rather than complaining formally. Anyone making purchases and/or receiving services from us may make a suggestion. In the first instance you should discuss the details with the contact who arranged your purchase or provided the service to you, or their manager.

If the suggestion is something that T. C. Harrison Group Limited as a company may need to consider you can also send the details to:

John Leslie
PA to the Divisional Director/Dealer Principal
T. C. Harrison JCB
8 Brookdale Court
Chapeltown
Sheffield
S35 2PT

Making a Complaint

If you feel you need to raise an issue more formally, we aim to handle complaints efficiently and in a fair and honest way. We take all complaints seriously and use valuable information from investigating to help us continually improve the services that we provide. 

We treat all complaints in confidence and T. C. Harrison Group Limited assures clients that it will not withdraw or reduce services because someone makes a complaint in good faith.

Who Can Complain?

Anyone adversely affected by the way T. C. Harrison Group Limited serves our customers can make a complaint. 

A representative may complain on behalf of an affected person if they:

· Are deceased
· Cannot or do not feel confident to make a complaint themselves, or
· Have given consent for the representative to act on their behalf

If you are not happy about making a complaint yourself and you do not know someone who can talk or write to us on your behalf, we will be happy to endeavour to find someone from an independent organisation to act as an advocate for you.


How to Make a Complaint

You can complain:

· in person
· by telephone
· by email
· by letter
· through a member of our staff
· through an advocate or representative

 Send a complaint by email

Anonymous Complaints

We will deal with anonymous complaints using the same procedure; however, it is better if you can provide contact details so that we are able to advise on the outcome of our investigation.

Responsibility

The relevant departmental manager has authority and responsibility for dealing with all complaints made about their departments’ service.

How we Handle Complaints

T. C. Harrison Group Limited will request the appropriate member of our management team to investigate the complaint. That person will have sufficient seniority, authority, and experience to deal with the issues raised by the complaint.

All complaints are handled on a free of charge basis and will be acknowledged within 5 working days of receipt, providing you with the name and contact details of the person investigating it.  We aim to have most complaints concluded within 21 working days and we will keep you informed about the progress of the investigation. When a complaint is more detailed or complex, we may need longer to understand all aspects. If a longer period is required, we will advise the reason why and continue to keep you informed on progress. 

For finance related complaints we may require up to 8 weeks to investigate. Further information on this type of complaint is provided later in this procedure and in these circumstances, we will always keep you fully informed on progress.

When we have finished investigating, we will inform you of our decision. Information will include:

· details of the findings
· any action we have taken and
· our proposals to resolve your complaint.

Time Limits

You should complain as soon as you are able after the date on which the event occurred or came to your attention. If you complain more than twelve months later, we may not be able to investigate properly but we shall consider whether you had a good reason for not making the complaint sooner and whether, despite the delay, it is still possible to investigate the complaint effectively and fairly.

Some types of final response have regulatory timescales, for example, complaints with referral rights to the Financial Ombudsman Service. In these instances, the final response from T. C. Harrison Group Limited will be provided in writing giving clear details of referral rights and time limits. All referrals to the Financial Ombudsman Service are free of charge and must be made within 6 months of a final response from us. 

Further Steps

At any stage during the process, if you are not happy with the way our management representative is dealing with your complaint, you may escalate to their Divisional Director. The complaint will then be investigated by the Divisional Director who will liaise with you to understand all the detail before reaching a final decision. In these instances, a final response to your complaint will be made in writing and will be deemed as a final outcome by T. C. Harrison Group Limited.

We strive to resolve all complaints internally and provide a final response to you. However, in some cases your complaint may relate to a finance agreement arranged through one of our third-party finance partners. If your complaint concerns the finance provider’s conduct or the terms of your finance agreement, we will refer your complaint to that provider for investigation. They will then contact you directly to advise how they will handle the matter.

If you remain dissatisfied with the final response from us, or the third-party finance partner if your complaint is referred to them, or if eight weeks have passed since you first raised the complaint, you may have the right to refer your complaint to the Financial Ombudsman Service (FOS). This service is free of charge.

There are limitations to what the Financial Ombudsman Service can review, and further information relating to who is eligible to use the service can be found here: https://sme.financial-ombudsman.org.uk/complain/can-help or they can be contacted at:

The Financial Ombudsman Service
Exchange Tower
Harbour Exchange
London 
E14 9SR

Tel: 0800 0328000
Email: complaint.info@financial-ombudsman.org.uk
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