Customer Service Policy

Ongar Building Services are committed to providing excellent customer services to all our customers with particular attention and understanding paid to our vulnerable customers who are either disabled, elderly or have any particular needs outside of the normal working day.
[bookmark: OLE_LINK34]We will achieve excellence in customer service, responding to the individual needs of our customers.
[bookmark: _GoBack]We recognise the value of delivering services which are of a high standard and which meet the needs of all of our customers. We aim to ensure that all customers receive services and support that meet our customer service policy and are inline with our equality and diversity policy. 
Complaints
Its inevitable when you carry out as much and as varied works as Ongar Building Services do, that things will sometimes go wrong. Our motto is “we don’t have problems we have solutions.” We have a complaints department and are committed to resolve any complaints that we receive within 5 working days. 94% of complaints are resolved inside of 24 hours, but sometimes its not practical to resolve an issue/complaint within 24 hours, which is why we allow up to 5 working days to resolve any complaints.
All complains should be put in writing (letter or email) and sent to the complaints manager at the following address. 
Ongar building services Ltd, 17 Cripsey Avenue, Ongar, CM5 OAT or complaints@ongarbuildingservices.com
Repeat Business 
A large amount of works carried out by Ongar Building Services Ltd is repeat business. This is where we have won tenders/quotes for works to be carried out and have completed the works within the allotted timescales, within budget, to the required standard and more importantly to the customer’s satisfaction.
Customer Satisfaction surveys
Most of the larger companies we work in partnership with carry out customer satisfaction surveys. We do carry out our own surveys and are proud of our current 96% customer satisfaction results. In a perfect world we would have 100% results but we live in the real world and know this is unachievable.
 

