Complaints Policy and Procedure reviewed March 2019

Complaints Procedure
Freedom Vehicle Contracts Limited
Complaints Handling Policy

We hope you never are, but if you are unhappy with our service here’s what you can expect from us:
We are committed to providing a high quality service to all our clients. When something goes wrong, we need you to tell
us about it.
Your feedback is important as it will help us to improve our standards and put things right if they go wrong.
How to make a complaint:
If you have a complaint, please contact us with the details immediately and you can do this in a number of ways:
Telephone: 01902 774030
Email: complaints@freedomcontracts.com
In writing:
Customer Services (Complaint Handler)
Freedom Vehicle Contracts Limited
Freedom House
3 Pendeford Mill Lane
Bilbrook, Codsall
Wolverhampton
WV8 1JB
What information will you need to provide and how long will it take?
We will attempt to resolve your complaint as fairly and as promptly as possible. We will investigate your complaint quickly
and fairly but to ensure we reach a fair outcome for you we will conduct a thorough investigation and this can take time.
To help us to do this, please make sure you have provided us with the following information:
1.
2.
3.
4.
5.
6.
7.
8.
9.

Your name
Your Company name where appropriate
Your correspondence address
A contact telephone number
Any relevant reference numbers, this could be a Customer/Enquiry/Quote number, or a Vehicle Registration
Number
Make and Model of vehicle
The details of your concern or complaint
What action you would like to see as the conclusion of your complaint
Any supporting documentation that you think we may need to see.

Our objective is to resolve your complaint within 8 weeks from receipt, however we aim to resolve the majority of
complaints over the telephone and by the close of the 3rd business day following receipt.
What will happen next?

1.

If the complaint is not resolved by close of 3rd business day, we will send you communication acknowledging
receipt of your complaint within 5 working days of receiving it, enclosing a copy of this procedure, this may be
via email or post. The letter will summarise the procedure that will be followed to deal with the complaint and
we will also send you the Financial Ombudsman Service leaflet entitled ‘Your complaint and the Ombudsman’

2.

We will then investigate your complaint. This will normally involve passing your complaint to our Customer
Services Management Team, who will review the matter and speak to the members of staff who acted for you.
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3.

The Customer Services Management Team will aim to resolve your complaint quickly, where a complaint cannot
be resolved within 4 weeks we will update you on the progress at this stage again this could be by post or email.
The letter will outline the current situation and our planned course of action required to complete the
investigation.

4.

A member of the team will communicate their findings to date, together with any solutions, to you in writing.

5.

All complaints should be resolved within 8 weeks and a final response will be issued when we feel we have
concluded our investigations. Our response will include our understanding of the nature of the complaint, the
decision as to whether the complaint is upheld or rejected and details of any redress/remedial action taken.

6.

Where a complaint is not resolved within 8 weeks, a further letter will be sent, outlining how the investigation is
progressing and will detail any ongoing actions, this letter will also include details of how to contact the Financial
Ombudsman Service.

7.

We are members of the BVRLA (British Vehicle Rental Leasing Association) Membership number is 1465. Should
you remain unhappy with our response you are able to refer this to the BVRLA conciliation service by submitting
online at https://www.bvrla.co.uk/consumer-advice/making-a-complaint-adr/complaint-eligibility.html
If you do not have access to the internet, details can be sent by post to:
British Vehicle Rental & Leasing Association
River Lodge, Badminton Court
Amersham, HP7 0DD
The BVRLA will aim to resolve the matter using the information presented by both parties to the dispute and
aims to resolve complaints through the Dispute Resolution Service within 30 days.

8.

Should the outcome to your complaint not be satisfactory, you can contact the Financial Ombudsman, and the
details can be found below. This letter will also include the contact details of the Financial Ombudsman services
and you can refer to their leaflet here: http://www.financial-ombudsman.org.uk/help/pdf/your-complaint-andthe-ombudsman-easy-read.pdf
Our aim is to resolve your complaint directly with you, but if you aren't happy with our final response, or 8 weeks
have passed since you initially raised your complaint with us, you may have the right to refer your complaint to
the Financial Ombudsman Service. The Financial Ombudsman Service was set up by law to give most consumers a
free, independent service for resolving disputes with financial firms.
You have a period of 6 months to refer your complaint to the Financial Ombudsman Service. The 6 months starts
from the date of the final response letter or 8 weeks after we received your complaint.
Further details on the service provided by the Financial Ombudsman Service are included in the booklet entitled
"Your complaint and the Ombudsman" which we will provide to you at the appropriate point.
The contact details for the Financial Ombudsman Service are:
The Financial Ombudsman Service
Exchange Tower
London
E14 9SR
Telephone: 0300 123 9123 or 0800 023 4567
Fax: 020 7964 1001
Email: complaint.info@financial-ombudsman.org.uk

