
 
 
 

 

Customer Complaints Policy 
 
 

In the event that you are dissatisfied with any aspect of the service you have received from 
us, or have specific concerns relating to your home, we would request that you refer to our 

procedure  
(this does not affect your normal legal rights) 

 
You may wish to make your complaint in the following way: 

 
                                      Letter                                                                  Email 

 
 
 
 
 
 
 
 

Most complaints can be dealt with by contacting our dedicated Sales Team at our Head 
Office. 

 
When contacting us, please provide us with your full contact details and as much 

information as possible.  This will ensure that we are able to respond to you quickly and 
fairly. 

 
 

Vaughan Homes Customer Complaints Policy 
 

Vaughan Homes: Aercon Works, 556 Antrim Road, Newtownabbey, BT36 4RF 
 

sales@vaughan-homes.com 
 
 



Complaints Procedure 

How we deal with your complaint 
If you have a complaint, then this note sets out the procedure 

which we follow in dealing with that complaint. 

 
 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

2 

Complaint identified and 
acknowledged within 5-7 

working days 

3 

Head of Dept. to investigate 
complaint 

3.1 

Within 20 working days of receipt of 
your written complaint, the person 

dealing with your complaint will write 
to you, in order to inform you of the 

outcome of the investigation into your 
complaint and to let you know what 
actions have been or will be taken, if 

any required 

3.2 

Send response to 
complainant 

4 
If you are dissatisfied with any 
aspect of our handling of your 
complaint, you should contact 

the Director, who will personally 
conduct a separate review of 

your complaint and contact you 
within 20 working days to inform 

you of the conclusion of this 
review 

4.1 
Complaint 
referred to 

Director 

4.2 
Send response to 

complainant 

1 

Written Complaint received 

2.1 

Written 
acknowledgment 

letter sent 


