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CUSTOMER COMPLAINTS POLICY
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At NRP Autocentre, we aim to provide a high standard of workmanship, service and customer care at all times. However, we understand that occasionally things may not go as expected. If you are unhappy with any aspect of our service, we want to know. Our aim is to deal with complaints fairly, reasonably and as quickly as possible and, where appropriate, put things right.
1. How to Make a Complaint
All complaints should be made in writing and sent to:
	Email: office@nrpautocentre.uk


Please provide as much information as possible, including:
Your name and contact details
Your vehicle registration number
The date your vehicle was with us
Details of the work carried out
Details of what you are unhappy about
Any relevant photographs, invoices or other supporting information
What you believe would be a reasonable resolution
Making your complaint in writing allows us to keep an accurate record of the concerns raised and helps ensure the matter can be properly investigated.
2. Initial Response
We will acknowledge your complaint and, where necessary, discuss the matter with you to ensure we fully understand the concerns being raised. Straightforward complaints will, where possible, be dealt with promptly. Where further investigation is required, we may need to obtain additional information before reaching a decision.
3. Investigation
NRP Autocentre will investigate complaints fairly and objectively. Depending on the nature of the complaint, this may include:
Reviewing the original booking and work authorised
Reviewing job cards and technician notes
Reviewing invoices and parts supplied
Inspecting the vehicle
Reviewing photographs or other evidence
Speaking with the staff involved
Considering relevant technical or manufacturer information
Where a complaint concerns the mechanical condition of a vehicle, workmanship or a component, we may need to inspect the vehicle before we can determine the cause of the problem.
4. Vehicle Inspections
Where a complaint relates to alleged faulty workmanship, a failed component or damage to a vehicle, NRP Autocentre must be given a reasonable opportunity to inspect the vehicle before any further repairs or dismantling are undertaken. Customers should not authorise another garage or third party to dismantle, repair or modify the vehicle in relation to the complaint without first giving NRP Autocentre the opportunity to inspect it. If the vehicle has already been dismantled, repaired or modified by another party, this may affect our ability to establish the original cause of the problem and determine responsibility. Where appropriate, an independent inspection or engineering report may be requested.
5. Our Decision
Once our investigation is complete, we will explain our findings and our proposed resolution, where appropriate. Depending on the circumstances, this may include:
Carrying out further investigation
Rectifying work where we accept that this is appropriate
Offering another reasonable resolution
Explaining why we do not consider the complaint to be justified
Any remedy will be considered based on the individual circumstances and the available evidence.
6. Timescales
We aim to deal with complaints as quickly as reasonably possible. Some complaints may require additional time, particularly where a vehicle inspection, specialist assessment, parts investigation or information from a third party is required. Where a complaint cannot be resolved immediately, we will keep the customer informed as appropriate.
7. Customer Conduct
We will always aim to communicate with customers professionally and respectfully, and we expect the same in return. Abusive, threatening, discriminatory or intimidating behaviour towards our staff will not be tolerated. Where such behaviour occurs, we reserve the right to restrict communication to written correspondence or take other reasonable steps to protect our staff.
8. Final Stage – The Motor Ombudsman
NRP Autocentre is a member of The Motor Ombudsman, an approved Alternative Dispute Resolution (ADR) provider for the automotive sector. We encourage customers to raise their concerns with us first so that we have the opportunity to investigate and resolve the matter directly. If, after completing our complaints procedure, we are unable to reach a satisfactory resolution, customers may be able to refer the complaint to The Motor Ombudsman for independent review and Alternative Dispute Resolution, subject to its eligibility and acceptance criteria.
Further information about The Motor Ombudsman and its dispute resolution process can be found at www.themotorombudsman.org.
9. Important Information
Making a complaint does not automatically mean that NRP Autocentre accepts liability or that a repair, refund or compensation is due. Each complaint will be considered on its individual circumstances, taking into account the work requested and authorised, the condition of the vehicle, our findings and any other relevant evidence. Our complaints procedure does not affect any statutory rights a customer may have. Our full Terms & Conditions can be found on our website.
	CONTACTING NRP AUTOCENTRE
Complaints: office@nrpautocentre.uk
We would always prefer the opportunity to investigate any concerns and try to resolve them directly with you before the matter is escalated.
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