Complaints Procedure
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Purpose

"his Procedurs defines the actions and responsibilities of individuals to ensure that non-conformances risks are identified, investigoted and that corrective actions are carried
aut inarder to provide satistactany product and sarvices,

Scope

Tha Procaduss ancam POSSnSG the rmethcds used to, ldantity, contral, |hv(::‘irigﬁr¢_. racord ang Im plnmnnt corractiva actlons as o result of o non-conforrmanca,

Responsibility

The Managing Director i the nomindted management representative responsible for the Management Systern and for this procedure,

Slep 1 - Risk Managemenl

L1 The company will detarmine actions to control the risks of potential nen-conformities in arder to minimise their occurrence ond to prevent under achisvement of planned
lewels of product and service.

L2 Key aclions will be defined in the following procedures:

01 Legal & Other Requirements - review of new or updated legal or other requirements to ensure complionce is bailt into the Monagement System

02 Risk Management Register identifles and evaluates risks to the business In context and Identifles a strategy of control,

05 Monogement Review & Internal Audit — implemantation of any issees identited during the internal audit and review lessons learnt

08 Opsragtions, Survaying and Installation procadures — risk oszessment to identify any potential guality, safety or legality issuss in products, services, processas or change
rmanagarmant

W0 Approved Suppliers = 10 ensure procucts ond outsourced Drocesses are provided oy suitable and relloble suppiens to Meet the Company's redquifements on emnvironmental
standards, quality, satety, required delivery dates and price competitivenass

12 Sales, Contracts & Tenders — customer requirements investigated to identify any potential quality, safety or lagality issues within each contract and job.

13 Hedith & Sofety - risk assessments identify ony potential safety or legality issues In cormpany operations and identifies moanogement strategles In line with the hierarchy of
control

14 Ervvironmental - Aspects and Impact assessment to identity any patential environmental or legality issues in company operations and the principles of preventotive action
will form an integral part of oll other company procaduras,

Responsibility — Relsvant Monoger

Slep z - Reporting, Inspection and Investigalion

2.1 The Man-conformance pracedure supports the continual improvement culture of the business by facilitating and capturing opportunities far improverment in quality,
environmental ond health safety issues,

Immprovement opportunities moy be identified ad hoc or as part of the formal management and intermal gudit processas.

2.2 Nom-corlormans
trend is identified, os a result of o customer compioint, quality issua, environmeantal issue, health & safety issue and for non-compliance with opplicoble environmental or
health & safaty legisiotion & stondards os well oz internal and external audit and review issues,

5 will be reported when service of product does not conform to Client Contracl, when dn undasinable serious incident has accourred, when an undesirabie

2.3 When informed of the detoils of a nen-conformance, an investigation will take place, an authorised decizion will be made on the course of action to be taken and the details
will be recorded as detoiled balow.

.4 4 Mon-conformance can occur at Head Office, sotellite offices on a site or any other place related to the company's operations.

2.5 A Non-conlormance can relote 1o the supply of o praduet or service to the company, the discharge of the company's services ta their customer(s) or ot ary other stoge
during the direct supply chain within which the company operates.

2.8 The autcarmde will be communicated and the relevant personnel will be instructed on the course of action to be taken

Responsibility — any rmamber of sialf | Revevant Monoges

Stcp 3 - Recording Details
3.1 Al relevant details relating to the monogement of a non-conformance will be recarded individually as a Non-conformance repart.
3.2 The Mon-Conformance Lag will be analysed, and trends identifisd.

H‘nupnn;luillty — Mambar of staff identify ng tha nor-conformonce Balavont Managar

p 4 - Communicating Non-Conformance



4.1 Information relating to the non-conformance and any raquired actions will be communicated to compony personnel, the supplier, and clients, as appropriata.
The Mon-conformance delalls will be passed to the refavant manager for investigation

Rosponsibility — Mandaging Director, Relevant Monogar

Step 5 - Corrective Aclions
6.1 4l non-confarmances will be iInvestigated to identlfy the root couse wherever possible and the findings witl be recorded,

5.2 Foliowing investigation oppropriata corrective actions to be taken will be identified, risk ossessed and evaluated in order to ensure that the non-confarmance is odequately
addressed withaut any adverse effects, e.g, by reworking, concesslon ete. Corrective actlons where product is affected, considerations will be glven to preduct which hos left
site e out of calibration equipmant, All corrective cctions will be recorded.

5.3 Appropriate actions, respansibilities and time scales for completion will be assigned In order to minimise the impeact of the non-confarmance and the findings will be
racorded.

6.4 Material or product offected by a nan-cenformance on site will be isclated, or ploced within the designated area, and a red "QUARANTINED” lobel will be attached, it
daemad necessarny.

6.6 Where material or product affected by a non-conformance hos been relecsed ta the customer, it may e recalled os detailed in section B below,

5.6 The non-conformance will ba reviewad within the appropriate time scale to evoluate the effectiveness of the corrective octions. If the defined carrective actions have been
unguccessiul then further actions, responsibilities and tire scales for completion will be assigned and the details will be recorded,

5.7 The non-confaormance will be reviewsad within the appropriote time scale to evoluate the effectiveness of the corrective actions. If the defined corrective actions hawve been
successful then the closure details will be recorded and further corrective actions identified,

Responsibllity — Managing Director. Relevant Monoger

Step 6 - Risk Management Aclion
6.1 all non-conformances will be investigoted to identity the couse of the non-conformance wherever possioie and the findings will be recorded.

6.2 Follawing investigotion oppropriata risk contral actions 1o be taken will ba identitied, ossessed ond avaluated in order to ansura that the non-conformance does not create
any adverse effects or recur ond the findings will be recorded,

6.2 Appropriale actions, rasponsibilites and tirme scates lor complation will be assigned in order to prevent re-occurrance of the non-canformance and the findings will bea
recorded.

6.4 The Control measures will be reviewed within the oppropriote timescale to evaluate the effectiveness of the actions. If the defined actions have been unsuccessiul and
more non-conformances hove occurred then further actions, responsibilities ond time scales for completion will be assigned and the details will e recorded.

6.5 The Control medsures will ba reviewead within the appropriate time scale to svaluate the effectiveness of the actions. If the defined actions have been successiul the details
will be vaolidated and recorded.

hlpnns[hlllhr - Munuging Rirector, Relevant Monoger

Step 7 - Customer Complaints
7.1 A complaint is any expression of dissatisfaction by our customerns whene they want us to do something about it
7.2 Customer Complaints will be recorded & investigated to identify the root couse of the compiaint, resolved wherever possible and the findings recorded,

7.3 Customer complaints can be received by any member of staff by any communication method, customers will be contacted, the complaint ocknowledged and informed of
whao is dealing with their cormplaint within 24hrs or as soon as possible and the reasons for not deing so recorded,

7.4 Complaints will be investigoted and resolved within 10 working doys where possible.

Whsra thars is o need to inspect an installed Enargy Efficiancy Measure or visil the customer to investigote tha complaint, we will do so within 7 doys of receiving the comglaint
wheare possible.

However, if the custormer is without heating or hot woter os a result of the situation that led to the complaint, we will erdeavour to get out to them within 24 hours,
7.6 Custornes, or other stokeholder complaints will be recorded by completion of a complaint investigation report on the relevant Installer CRM record,

Technical Monitaring failure reparts will be recorded an the refevant installer CRM record Tab.

TM inspection failures that would be considerad significant or major non-conformities will be elevated Lo a non-cenformance and investigated decordingfy.

Thie compalint datoils should be recorded on the complaint iog and o sequenticl unique referance nUMDer cllocated,

7.6 An initial investigation will be undertaken to establish the couse of the complaint and actions taken to resolve the issue.

Any contact with the customer, or clther interested party must copied to the compiaint investigation record by logging a call or adding a copy of any wrilten communication
sent aut to the relevant instaliation praject record,

.71 the complaint is deemed to be of a serious nature it will be escalated Lo o non-confermance and be handled via the appropriate parts of this procedure.
7.8 The Cormplaint Log will be analysed, and trends (dentified,

Trends within Customer Complaint log will be moenitored, and significant trends will be treated os Non-conformaonces.

7.8 If we cannoct rescive a complaint ond the customer is not satisfied with the remedy offered, wa will odvise where they can pursue their complaint.

7.0 For installations carrded cut under the ECC lunding contracts of the Green Home Srant or other schemes in which we are participating detalls of the complaint will be
transferrad to the relevant Funder or governing body as required.

TN It the complaint is (parlly or whally) about lechnical aspects of the installation of an erergy generator, we will direct therm Lo our MCS instalier cerification body.

If the complaing is about matters within the remit of the Renewakle Energy Consurner Code (RECC), we will direct the customer to RECC. The RECC dispute resolution process is
¥ ay i P



set outin the 'How to Complain’ section af the RECC website.
.02 Complaints from an sco-funding partnar, GOP or othar client will be recaived, recordad and addressed in the same manner as o custome complaint.

Rosponsibility — Mandging Director, Mormbar of Staff. Relavant Maracgor

Step 8 - Customer Satisfaction
B.1 Falicwing the completion of programmed installation works customers ore provided with detalls of how they can submit customer reviews on social media and Trustmork
8.2 Any adverse customer reviews will be roised as o custormer complaint ar Nen-conformance os appropriate.

8.2 Customer satislaction will also be covered during any site inspections carried aut by CT Eco Plus staff or independent inspeclors. The inspector will record any complaint or
non-conformances & report any issues to the relevant departrnent for investigation and action.

B.4 Customer leediback resulls will e reviewed monthly at the management meeting.

Responsibility — Managing Director

Step o - Supplier Complaints
9.1 supplier Complaints will be trected as o non-confermance whera approgriote

Respansibillty — Membaer of stalf identifying the nor-conformance

Step 10 - Review

10.1 Al non-confermances including Customer complaints and customer feedback results will be reviewed in occardonce with the Manogerrent System Review and audit
Procodure and detalls will be recorded 0 the Management Meating Minutes,

Responsibility = Managing Director. Relevant Manoger

ET Eeo Plus Limbted — ragistered In the United Kingdorm Mo, 09338176 « VAT Mo, 242737313
Suite W BizSpoce, Courtwick Lane, Wick Littiehampton, West Sussax, BNTT 7TL - 01903 BGA2GE - teomg@cteco



