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Complaints Procedure

Assurco Limited appreciates that parties who rely on our certification process expect to have
complaints investigated and, if found to be valid, appropriately addressed within a reasonable time.

We consider effective responsiveness to complaints as an important means of protection for Assurco,
our clients and other users of certification against errors, omissions or unreasonable behaviour.

By processing complaints effectively, Confidence in certification activities is safeguarded when
complaints are processed appropriately.

Where to communicate your complaint

It's important to get your complaint to the right people, so that we can put it right as soon as possible.
Here’s where each type of complaint should be directed.

Initially all complaints should be raised to the Assurco Office: https://www.assurco.com/contact-us/

Threats to impartiality can be address to our Impartiality Committee.

Timescale for response

When you’ve submitted your complaint by email, we’ll send an acknowledgement response to let you
know it's been received. You should receive this response within 4 Working Hours of submitting your
complaint.

You'll then receive a personalised email from one of our team acknowledging your complaint and
explaining what happens next. They’ll also give you a guideline for how soon you can expect to hear
from them again. You should receive this communication within 48 hours.

You'll be kept up-to-date as your complaint progresses, and at minimum in 10-day intervals we will let
you know we’re still working on a resolution.

We aim to resolve all complaints within 30 days, however some complaints will take longer than this.
We'll of course keep you up-to-date with how long we expect it to take to resolve your complaint.

Escalation

If at any point you feel that the team member handling your enquiry is no longer equipped to do so,
you may request that the issue be escalated to a more senior representative.

Likewise, if the team member handling your complaint feels at any time that they are not best placed
to assist, they may escalate the issue to a more senior representative.

However, we ask that you give the team member assigned to your complaint every opportunity to

resolve your issue before requesting escalation.

Closure of Complaint
Once your complaint has been resolved, you will be notified in writing within 10 days of closure.
Where practicable, this same communication will include a summary of the process, including

investigations made, actions taken, and measures that have been implemented to prevent the issue
re-occurring. Please note that personal information may be redacted.
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