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Introduction 

Featurespace cultivates an intelligent, proactive, and professional approach in all that we do.  

We challenge each other to find new solutions to problems; our work is constantly evolving 

as our business grows.  

Our products are relied on to provide mission-critical solutions for our customers. As our 

company develops, we need to implement policies that protect our company, our customers, 

and our colleagues.  

Scope 

Featurespace is committed to listening to the views of its customers to improve the services 

we provide. Complaints are a simple means for our customers to voice their concerns about 

our services and are an important indicator of where services may not be delivering best 

performance. The effective resolution of complaints should improve the confidence of 

customers and identify service improvements. 

This policy covers the Featurespace approach to actively seeking feedback from both outside 

and within to ensure continuous improvement of our product and ourselves. This is separate 

from our internal HR grievance policy which can be found in the Employee Handbook. 

This policy applies to everyone who works at or on behalf of Featurespace. 

Objectives 

The objectives of the Featurespace complaints policy are to: 

• ensure that anyone knows how to raise a complaint and how a complaint will be 
handled by Featurespace. 

• ensure that complaints are dealt with consistently across Featurespace. 

• provide customers with a fair and effective way to complain about our services. 

• ensure that complaints are monitored and used to improve our services. 

Definition of a complaint 

A complaint is any expression of dissatisfaction, whether oral or written, and whether 

justified or not, from or on behalf of an eligible complainant about the provision of, or failure 

to provide, our services to an acceptable level. A complaint must involve an allegation that 

the complainant has suffered, or may suffer, financial loss, material inconvenience or 

material distress. 

How to make a complaint? 

A complaint can be made by any reasonable means – for example, letter, fax, email, 

telephone or in person. Written complaints can be sent to Featurespace, FAO Risk and 

Compliance Manager, 140 Science Park, Milton Road Cambridge, CB4 0GF.  Telephone 

complaints can be made to 01223 345940 asking for the Risk and Compliance Manager.  
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What will we do once we have received your complaint? 

Your complaint will be referred to our Compliance Manager, as soon as possible. If the 

Compliance Manager is involved in the subject matter of the complaint, your complaint will 

be referred to the Director of Risk. We will promptly acknowledge your complaint in writing. 

In this acknowledgement we will provide the name and title of the person that is handling 

your complaint. This individual will have the authority necessary to investigate and settle the 

complaint. We will also include a copy of this policy.  

Investigating and resolving your complaint 

We will investigate your complaint fairly, consistently, and promptly, determine whether the 

complaint should be upheld, and (if appropriate) determine remedial action and / or redress. 

We will set out our conclusions in a final response to you. If we decide that redress is 

appropriate, we will aim to provide you with fair compensation for any acts or omissions for 

which we are responsible.  

Internal Complaints Procedure 

The Risk & Compliance Manager will instigate any relevant actions, including: 

• Referring the complaint to the team leader of the team in which the complaint 
references. They will then investigate, with a target response time of 5 working days 
from being referred. 

• Escalating complaints to the senior manager of the person the complaint references, 
if the 5 working days' time limit has been exceeded.  There is a target turnaround 
time limit of a further 5 working days from being referred. 

• Passing the complaint to a senior manager who is independent of the individual or 
team which the complaint references. There is a target turnaround time limit of 5 
working days from being referred. 

• Actions taken by anyone involved in the complaints process should support the 
company mission and values and put the customer first.  

• A record of the actions will be noted for later review and trend analysis. 

Once we have acknowledged your complaint, we will keep you informed of our progress. 

Our timelines will be in alignment with the above timescales. 

Closing complaints  

We will regard your complaint as closed in the following circumstances: 

• once we have sent you a final response. 

• where you have told us in writing that you accept an earlier response that we have 
sent to you.  

Commitment to Quality 

Featurespace is committed to ensuring that all complaints received are handled fairly, 

consistently, and promptly and that we identify and remedy any recurring or systematic 

problems, as well as any specific problems identified by a complainant. We will continue to 
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do all we can to learn from the complaints we receive to improve our level of service in the 

future.  

Handling 

Making a record 

No matter how a complaint is made, it should be formally recorded in the Incident Reporting 

Database via the link on the intranet homepage. It is important to include contact information 

to ensure we can make further enquiries and provide updates. 

A complaint should be acknowledged within 2 business days of being received, with the 

complainant informed that we aim to resolve the feedback within 10 business days, or longer 

if it is clear from the outset to be a lengthy issue to resolve. 

Once all actions and escalations have been completed, the complaint should be marked as 

closed. 

Analysing the feedback 

The Risk & Compliance team will analyse the complaint to understand if it is within the scope 

of the Complaints policy or if it falls elsewhere. Any HR related issues (for example, 

grievances) should be passed to HR to make further contact and the record closed. 

 

 

 

 

 

 

 

 

 

 


