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1. PURPOSE
Whilst Mears aims to provide excellent service we do recognise that sometimes things do go 
wrong and customers may feel that our service falls short of their expectations. It is important to 
us that customers are able to express their views easily and that their feedback is used positively 
to improve the services we offer.

This policy represents the Mears Group approach to resolving and responding to complaints and 
learning from customer feedback.

2. SCOPE
This policy sets out:

 ⊲ What our customers can expect through Mears complaint process.

 ⊲ What Mears aims to achieve through the complaint process.

 ⊲ Key policy statements for certain types of complaints.

 ⊲ What happens if a customer is not happy with the outcome of their complaint, or how it was 
managed by Mears

 ⊲ Mears’ position about persistent or vexatious customers.

 ⊲ How Mears learns from feedback from our customers.

 ⊲ It does not include an exhaustive narrative of how complaints are managed within the Mears 
organisation or cover information where the complaints process is driven or led by our clients.

3. DEFINITIONS
 ⊲ Complaint – an expression of dissatisfaction, however made, about the standard of service, 

actions or lack of action by the organisation, its own staff, or those acting on behalf, affecting 
an individual in receipt of our services or members of the community.

 ⊲ Branch – the local team responsible for delivering the Mears service.

 ⊲ Client – the local authority, housing association or government contract.

 ⊲ Customer – the person who is the recipient of our services including the communities within 
which we serve.



 ⊲ Ombudsman - an official appointed to investigate individuals’ complaints against a company 
or organisation if the complainant feels the complaint has not been handled effectively or 
fairly.

 ⊲ Customer contact management platforms – bespoke complaint management systems that 
allow us to record, monitor complaints and generate insight information to help Mears identify 
ways to improve our service.

 ⊲ Persistent/vexatious complainant - A complainant who is not happy with the outcome of a 
complaint and seeks to challenge through unacceptable behaviours or refuses to cooperate 
to support a resolution. It is important to be aware a complainant who is not happy with the 
outcome of a complaint is not necessarily a persistent or vexatious complainant.

 ⊲ Stage One Complaint - This is the customer’s first expression of dissatisfaction.

 ⊲ Stage Two Complaint - This is where the customer is not happy with the outcome of their 
complaint at stage one and is escalated through the Mears Group processes.

4. RESPONSIBILITIES
Mears’ staff at all levels are responsible for the delivery of excellent service and for identifying 
and resolving issues at the earliest opportunity in order to fully satisfy customer expectations, 
and hence minimise customer dissatisfaction and complaints.

Stage One complaint will be recorded on the relevant customer contact management platform 
and will be acknowledged within two working days. This exceeds the Housing Ombudsman’s 
Complaint Handling Code of 5 working days.

The name of the person carrying out the investigation will be provided, along with contact 
information, our complaint process and timelines. The customer will receive the outcome 
resolution from the person who has carried out the investigation via the channel it was received, 
unless agreed differently. Any actions or lessons learnt will be the responsibility of the branch 
delivering the service and a named contact will also be provided.l be the responsibility of the 
branch delivering the service and a name contact will be provided.

Stage Two complaint is where the customer has expressed dissatisfaction with the stage one 
resolution/decision and is considered an escalation. The customer contact management platform 
is reopened and an acknowledgment within one working day and the name of the escalation 
manager. The customer will be provided with the outcome resolution from the person who 
has carried out the investigation via the channel it was received unless agreed differently. Any 
actions or lessons learnt will be the responsibility of the branch delivering the service and a 
named contact will be provided.

Mears Group reserves the right in complex cases to convene a panel of experts to support the 
investigation and resolution, this will be considered an exception and the decision will be taken 
by the Group Director of Marketing Communications and Customer Success.
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5. POLICY
Process

 ⊲ All customer enquiries or complaints are taken seriously and are investigated within policy   
 guidelines.

 ⊲ Complaints are acknowledged within 2 working days.

 ⊲ Customers are made fully aware of our complaints process and timescales when they raise a  
 complaint and are kept informed of progress through the duration of the complaint process.

 ⊲ Mears aims to investigate and achieve resolution of a complaint at the earliest opportunity   
 and where possible within the agreed service level agreements (SLAs):

• Stage 1 complaint will be investigated and completed within 10 working days. Where this   
 is not possible, an explanation and a date by when it will be completed must be shared   
 with the customer. This should not exceed a further 10 days without a good reason.

• Stage 2 complaint is considered an escalation and should be investigated and resolved   
 within 20 days of receipt of the complaint escalation. Where this is not possible, an    
 explanation and a date by when it will be completed must be shared with the customer.   
 This should not exceed a further 10 days without a good reason

 ⊲ When communicating Mears will use plain language and where possible jargon free.

 ⊲ Customers have one point of contact at each stage when dealing with their complaint.

 ⊲ All complaints are recorded and managed through Mears customer contact management   
 platforms.

 ⊲ Mears will provide clear reasons for any decisions, referencing any relevant policy, law or   
 good practice where appropriate in their outcome response.

 ⊲ Mears will provide details of how to escalate at each stage if the customer feels the complaint  
 outcome was not investigated effectively or fairly.

 ⊲ If a customer is not happy with the outcome of their complaint at Stage two they will be   
 signposted to the Ombudsman.

 ⊲ Mears has continuous learning and improvement process of which complaint is an important   
 part to ensure the services we deliver are improved.

Equality and Diversity
We will ensure that this policy is applied fairly and consistently to all our customers. We will not 
directly or indirectly discriminate against any person or group of people because of their race, 
religion / faith, gender, disability, age, sexual orientation or any other grounds set out in our 
equality and diversity policy.

We will provide additional support to customers who may have difficulties accessing the 
complaints process to make complaints should they wish to do so.
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Policy information for specific types of complaint (not exhaustive):

Quality of service
We are committed to delivering a leading service. If our service falls short due to the quality of 
the work, substantial materials or we have not met what we promised to do we will investigate as 
a result of your complaint.

Damage
When it is established that Mears is responsible for damage to personal property we will expect 
to have the opportunity to inspect the damage and repair it where possible. Where repair is not 
possible we will replace like for like. If there is no receipt available the customer must produce 
two quotes for the replacement of the damaged item or items. In order that we are able to 
complete the resolution of the complaint in a timely manner receipts will need to be produced 
within five working days.

Conduct of staff
If a complaint is made regarding the conduct or behaviour of an employee/subcontractor the 
allegation will be investigated in line with Mears’ policies and procedures and the outcome, in 
terms of action taken with an individual, will remain confidential.

Theft
If the complaint is related to theft the customer must report it to the Police and obtain a Crime 
Reference Number. We will liaise with the Police and we are obliged to use the Police response 
as our outcome.

Sub-contractor
If an issue / complaint relates to a Sub-Contractor, the complaint will be dealt with directly by 
Mears and any costs incurred will be passed on to the Sub-Contractor accordingly.

Personal Injury
If a complaint refers to any form of personal injury the branch health and safety representative 
will be informed and the accident is recorded on the Mears Accident Database. Any claim for 
compensation for injury will be referred to our insurer.

Compensation Claims
Any compensation claims exceeding a £500 threshold will be referred through to the company 
insurance scheme. The claim must be supported in writing, it must give details of what has 
happened, why they deem Mears to be liable, what losses were incurred and any supporting 
evidence including photos and receipts.

A persistent/vexatious complainant
In a minority of cases the way in which customers pursue their complaint can be unreasonable. 
They may behave unacceptably, or be unreasonably persistent in their contacts and submission 
of information. Examples of this are:

 ⊲ There is insufficient or no grounds to their complaint and the intent is to cause issues for the   
 branch/contract.
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 ⊲ The person making the complaint refuses to cooperate with the complaint investigation   
 process.

 ⊲ The person making the complaint refuses to accept that the issues are outside Mears    
 contractual remit and lie with the client or other organisations.

 ⊲ The person making the complaint repeatedly changes the facts or denies conversations that   
 have taken place and this is intended to result in financial gain or other personal interest. 

In these instances it might become necessary to restrict the contact we have with the customer 
to protect our staff and organisation.

A restriction can only be put in place by the client, contract manager or Group Customer 
Development Manager.

Any restrictions imposed will be open, fair and proportionate and the customer will be advised in 
writing and with timescales.

Learning from complaints
 ⊲ Mears has a positive complaint handling culture. We value all customer contact

 ⊲ We encourage a holistic approach to feedback on failures in complaint handling and the   
 actions we take to improve. 

 ⊲ Mears has channels to ensure that the customer journey is continually reviewed:
• Your Voice – customer scrutiny board which consists of external experts and users of   
 our service. They carry out a variety of roles including; service validation, process review &  
 recommendations and customer engagement.

• Voice of the Customer – Mears through customer surveys gathers feedback on the    
 services we deliver and make recommendations to address any shortfall or develop   
 improvements.

• Voice of the Colleague – Annual and pulse surveys are carried out throughout the year to   
 understand engagement and how colleagues are feeling about the customer experience at  
 Mears.

• Voice of the Client – important that we work with our partners and use insight to deliver the 
best service for them and their customers.

 ⊲ We produce regular insight reports to identify trends and inform our business processes   
 across the Group. 
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6. OTHER RELATED POLICY AND PROCEDURES

 ⊲ Mears Customer Charter

 ⊲ Customer Contact Guide

 ⊲ External Contact Guide

 ⊲ One Touch User Guides

7. APPENDICES
List of all appendices referred to within the policy.
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MEARS POSITIVE APPROACH TO COMPLAINTS
Our culture values people, promotes innovation and encourages continuous improvement. We 

value our customers and communities putting their needs at the heart of everything we do. 
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APENDIX:  
CMP – Complaints Management Platform 
CSM- Customer Success Manager 
MP- Member of Parliament
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