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Complaints Procedure 

At Microbz we take any indication that any of our customers has had an unsatisfactory experience 

very seriously. It is our intention to supply high quality products, on time for a fair price. As such we 

adopt an attitude of continuous improvement based on, amongst other things, customer feedback. 

Our complaints procedure is designed to achieve two objectives: the first is to give our customers a 

route to express any dissatisfaction they experience and, where possible, to remedy that. The 

second is to learn and improve our products and our customer service. 

The process outline: 

• All complaints, whatever their nature, are recorded on the customer complaints log which is 

maintained here: \\MYCLOUDEX2ULTRA\Public\Server\Microbz\feedback\Customer 

Complaints. 

• Each field of the Customer Complaints’ log should be completed as fully as necessary to 

accurately record the nature of the complaint and the response to the complaint. 

• If Microbz staff agree a course of action with the customer that they are satisfied with, then 

implement that action then they must complete the Complaints Log as appropriate. 

• If the customer is not satisfied with the suggested solution or the complaint is about the 

member of the team dealing with the customer or another member of the team they must 

escalate the complaint to a Director of the Company (for the time being Jeff, Sue or Ian) – if 

the complaint is about one of the Directors it should be escalated to another Director. 

Microbz staff will inform the complainant of this policy and either tell them to whom they 

are escalating the complaint or recontact them to let them know to whom it has been 

escalated. 

• The Director to whom the complaint is escalated must contact the complainant directly and 

take all reasonable steps to resolve the issue. 

• Of the greatest importance is to ensure that all complaints are recorded and resolved, 

however, from time to time it is possible that, there is nothing we can reasonably do that 

will satisfy the complainant. In such cases it is important to record this and the 

circumstances of the complaint. 

• Any complaint that suggests the need for a change to our procedures (whether to rectify 

and flaw or to create a service improvement) should be taken as a prompt change the 

procedure as soon as is practicable. 

• A Director of the company (currently Ian) must review the complaints log monthly. 


