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Around 80% of consumers say 
they would rather do business 
with a competitor after more 
than one bad experience. 
(Zendesk, 2020)

About 95% of customers 
read reviews before making 
a purchase. 
(PowerReviews, 2015)

80%

95%

Not all complaints are equal. So, before taking action, 
analyse each complaint to assess the facts.

Once you’ve categorised your complaints, you can create specific guidelines with clear escalation plans 
to handle and resolve each concern and take action to prevent them from reoccurring.

Allocate each step with an owner, achievable timescales for resolution and target response times.

Common complaints: 

• Contractual issues  
• Defects 
• Delays  
• Misunderstanding in communication  
• Poor workmanship  
• Safety concerns  
• Unfinished work

Key questions to ask: 

• Has the customer complained before? 
• What is the tone of the message – angry, vague, demanding? 
• Has the issue been raised already? 
• Can the complaint be dealt with quickly?

Communication Timescales Content

1. Written acknowledgement. Within 5 working days of 
receiving the complaint.

Confirm receipt of the complaint.

2. Path to resolution. No later than 10 days from 
the complaint start date.

Outline how you will handle the complaint.

3. Complaint assessment   
    and response.

No later than 30 days from 
the complaint start date.

Response letter to assess the complaint and also explain how 
the customer can access the New Homes Ombudsman Service.

4. Eight-week response 
    (if the complaint is not   
    closed).

56 calendar days from the 
complaint start date.

Provide a summary of action taken to date, with clear details of what is 
still outstanding, a reason why and the actions to be taken. Include an 
idea of how the complaint will be settled.

5. Closure response. Any time after the complaint 
start date.

A list of items agreed in the complaints assessment and response with 
confirmation that each item has been resolved. Information about how 
to refer matters to the New Homes Ombudsman Service, if the customer 
is not satisfied.



2. Empower staff: Empowering staff with the information and training to resolve
customer issues swiftly can reduce the need for the escalation of minor issues and help 
free up time for managers to focus on critical operational tasks. By resolving issues 
quickly, the customer can feel satisfied, the employee can be more engaged 
and proactive in their role, and your response times can be shorter. 

• Provide relevant training on how to respond to customer complaints.
• Use real-life scenarios, and examples of how to deal with different types of complaints.
• Encourage staff to use role-play to practice problem solving and work through

situations that don’t go to plan. 

Create a culture that prioritises customer service by providing staff with advice and 
support them through tricky situations. But be clear to set parameters to ensure 
significant or more complex issues are escalated.

Offer an apology: Offering a genuine apology that reframes the issue from a defensive 
stance to one of understanding and empathy can be incredibly effective. Rather 
than a technical or legal response, a sincere apology focuses on acknowledging the 
customer’s experience and working towards a solution. This assures the customer that 
their complaint is being taken seriously and helps in de-escalating the situation. Use 
the words ‘me’ and ‘I’ so that it’s clear that you are sorry and taking responsibility for 
finding a solution. Research indicates that effective apologies can reduce litigation costs 
and restore customer trust.

Example of an apology: 

‘Thank you for explaining the situation. I’d like to start by apologising for this 
experience. This isn’t the service we aim to provide to our customers’ 

3.

82% 
A survey commissioned by LivePerson in
2022 revealed that “82% of customers 
say the number one factor that leads to 
a great customer service experience is 
having their issues resolved quickly.”

82%

Listen and acknowledge: Listen to your customers concerns and acknowledge that 
their complaint is being taken seriously. It’s important not to take it personally and 
listen to the customer’s full story without judgement or prejudice. Even if multiple staff 
members have already handled the complaint, it’s crucial to consider your own view 
and not dismiss the customer’s concerns based on previous responses. Active listening 
can help in quickly identifying the root cause of the problem and understanding how to 
address it effectively.

Some complaints might be complex and difficult to understand, in which case it might 
be best to call the customer directly to avoid overly long email trails. A personal phone 
call will go a long way in helping the customer feel heard, in understanding the issues 
needing to be rectified and ultimately in rebuilding the relationship. 

1.



Keep it simple. Avoid confusing customers 
with jargon and legal terms, communicate 
clearly with unambiguous, easy to understand, 
and accessible language. 

TOP TIP TOP TIP
Respond in a timely manner. Reply as 
quickly as possible, within the timescales 
laid out in the Code, and set out clear and 
realistic timescales. 

TOP TIP
Customer-focused approach. Listen and 
acknowledge the customer’s issues and 
demonstrate your commitment to finding 
a solution, communicating the process and 
what happens next. 

TOP TIP
Be polite, compassionate and respectful. 
Avoid defensive, provocative or emotive 
language / tone / attitude.  

Try and contact the customer by phone. 
A phone call can often improve your 
relationship with the customer. You can 
demonstrate you’re a real person, empathising 
with the customer and talking through issues 
which have caused misunderstanding or 
confusion. You can then follow up with an 
email to confirm.

TOP TIP
Create response templates.  
Save time and create consistent messaging 
with reusable letters and email templates, 
as well as call scripts when responding to 
customers. These should be personalised for 
each circumstance to avoid sounding bland 
and impersonal.

TOP TIP

Demonstrate genuine commitment: Demonstrating a genuine commitment to resolving 
the customer issue and keeping promises is crucial in the resolution process. Not returning 
a call within the timeframe communicated can lose trust and lead to the customer chasing 
for updates. By committing to the process, staff can ensure a smoother and quicker 
resolution. 

5.

Keep records: Customer complaints won’t go away overnight and managing them is an 
ongoing process. Maintaining a record of complaints and tracking trends over time can 
highlight underlying issues, identify areas for improvement and help in developing better 
strategies for early resolution. This can lead to more proactive and preventative measures, 
helping reduce complaints, as well as drive performance and business growth. 

6.

Follow up: Once the issue has been resolved, follow up with the customer to understand 
and measure how happy they are with the service they’ve received. Your customer will 
feel respected, and you will gain valuable insights to help improve your complaints 
management process.  

7.
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Larger Developer

Complaint Stage Individual Costs

Stage 1 of a complaint £328.60

Stage 2 of a complaint £1,261.34

Stage 3 of a complaint £1,174.86

Total cost of a full complaint cycle £2,764.80

Total cost for 50 complaints £138,240

Total cost for 100 complaints £276,480

Medium Developer

Complaint Stage Individual Costs

Stage 1 of a complaint £328.60

Stage 2 of a complaint £1,261.34

Total cost of a full complaint cycle £1,589.94

Total cost for 50 complaints £79,497

Total cost for 100 complaints £158,994

Small Developer

Complaint Stage Individual Costs

Stage 1 of a complaint £214.84

Stage 2 of a complaint £564.20

Total cost of a full complaint cycle £779.04

Total cost for 50 complaints £7,790.40

Total cost for 100 complaints £38,952






