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CLARKE BANKS (FIRE ENGINEERING) LIMITED COMPLAINTS 
HANDLING PROCEDURE 
 
Clarke Banks (Fire Engineering) Limited is committed to delivering a high-quality service to all of our clients, 
we do however, acknowledge that occasionally things can go wrong. Our complaints process is designed 
to assist you in reporting a complaint and to ensure that it is dealt with in a timely manner. 
 
Definition of a Complaint 

A complaint is any expression of dissatisfaction about the performance of Clarke Banks (Fire Engineering) 
Limited that is related to our fire engineering services, delivery or actions where a response or resolution is 
expected. 
 
Complaints Procedure 

 
Stage 1 - Acknowledgement, Management Review and Response 

Please provide a summary of your complaint in writing to fireengineering@clarkebanks.com. We will 
acknowledge receipt of your complaint within 2 working days. 

The complaint will be passed to a manager for initial review. If the nature of your complaint relates to an 
individual member of our team, this person will be interviewed to ascertain the facts of the case. We will 
provide you with contact details of the manager handling the complaint at the time of acknowledgement. 

A response will be sent to you within 10 working days of the receipt of your complaint, to inform you of our 
findings. At this point you will be invited to respond in writing. Please be aware that if the issue surrounding 
your complaint is complex, our initial correspondence may be to clarify the nature of the complaint. 

Stage 2 - Senior Management Investigation, Review and Response 

If you are not satisfied with the outcome of the Stage 1 process, the complaint will be passed to a director 
for further investigation and review. We will provide you with contact details of the director handling the 
complaint. 

Our investigations will be completed within 15 working days of escalation to the Stage 2 process, and we 
will inform you of our findings and any corrective actions. If we require an extension of the timescale for 
investigation, we will notify you in writing. The outcomes of our investigation may include (but not be limited 
to): 

• An apology. 
• An explanation of our actions. 
• Delivery of the service that should have been provided. 
• Remedial action. 
• A review of our policies and operating procedures. 

 
Clarke Banks (Fire Engineering) Limited record and review all complaints as part of the ISO 9001:2015 
Quality Management System. 
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Stage 3 - External Referral 

The company will endeavour to exhaust its own internal complaints handling procedure in the first instance. 
If this does not satisfy the complainant, Clarke Banks (Fire Engineering) Limited will refer the complaint to the 
directors of the parent company, Clarke Banks (Group) Limited. You will be provided with the contact details 
of the group director handling the complaint. 

Clarke Banks (Group) Limited will complete the investigations within 28 working days of escalation to the 
Stage 3 process and you will be informed of their findings and any corrective actions. If an extension of the 
timescale for investigation is required, you will be notified in writing. 


