MKC Complaints Policy and Procedures
We strive to provide a high level of service to our customers, which meets or exceeds our Service Level Agreement with DSA –QAG. We do however recognise that occasionally things do go wrong and we value the feedback from our customers to improve the service we provide.

All concerns and complaints raised by our customers are to be treated with respectful consideration whether they are instigated by the students, or by another party on their behalf. 

Order Processing

If you have a complaint or concern during the order process, please contact us as soon as possible.

You can do this

· by telephone to 01223 506006 option 5

· email to dsasales@mkccomputers.co.uk 

· in writing to our office for the attention of

Customer Service Manager

MKC Computers Ltd

MKC House

Cambridge Road

Milton

Cambridge

CB24 6AZ

The Customer Services Manager will confirm receipt of your complaint within 24 hours and contact you by the method you request within 3 working days to deal with your complaint. We will log your complaint and record any communication with you. We will confirm our resolution in writing within 5 working days or provide an update if this is not possible.
If we are unable to resolve the complaint we will refer the matter to your Assessor or Disability Advisor to reach a satisfactory conclusion. If this resolution is not acceptable we will contact your Funding Body to arbitrate on the matters raised. Their decision will be deemed final in respect of complaints relating to provision of DSA equipment and support. 

Equipment Installation
All our installers are advised to give our customers the name of the Customer Service Manager if requested and to refer any concerns or complaints during the installation process immediately to the Admin Team at MKC. If the matter cannot be easily resolved with the help of the Admin Team then the complaint is escalated to the Customer Service Manager if it relates to provision of the equipment, warranties, insurance or training; or to the DSA Business Manager if it relates to the specification of the equipment.

The complaint will be logged and the Customer Service Manager will contact the customer the same day by telephone or whatever method of communication the customer would prefer. The Customer Service Manager will deal with the complaint and provide you with an agreed timeframe to resolve the problem. This will be confirmed in writing within 3 working days. If we are unable to resolve the complaint we will refer the matter to your Assessor or Disability Advisor to reach a satisfactory conclusion. If this resolution is not acceptable we will contact your Funding Body to arbitrate on the matters raised. Their decision will be deemed final in respect of complaints relating to provision of DSA equipment and support. 
Any concerns noted on the Order and Delivery Service Questionnaire are passed to the Customer Service Manager on receipt of the form, who will ring you to discuss your concerns within 3 working days, or write to you if telephone contact was unsuccessful. 
After Sales Support
If you have a complaint relating to your equipment warranty or support please contact our Support Team

· by telephone on 0345 2570100

· by email to dsasupport@mkccomputers.co.uk
· in writing to the Technical Support Manager at our company address.
If the complaint relates to the provision of training or insurance then please contact the Customer Services Manager

· by telephone to 01223 506006 option 5

· email to dsasales@mkccomputers.co.uk 

· in writing at our company address

We will acknowledge receipt of your complaint within 24hours and contact you by the method of communication you advise you would prefer, within 3 working days. We will log your complaint and record details of any communication we have with you in relation to the matters raised. When we contact you to discuss your complaint we will agree a timeframe to resolve the complaint and supply an update or resolution as agreed.
If we are unable to resolve the complaint, we will refer the matter to your Assessor or Disability Advisor to reach a satisfactory conclusion. If this resolution is not acceptable we will contact your Funding Body to arbitrate on the matters raised. Their decision will be deemed final in respect of complaints relating to provision of DSA equipment and support. 

This document can be available in other formats if required. Please contact us to discuss your requirements.

