SWEEP
SAFE

SWEEP SAFE LTD
CUSTOMER COMPLAINTS PROCEDURE

Sweep Safe LTD offers a policy in respect of customer complaints. This
policy is to attempt to bring about a mutually agreeable conclusion to any
issues that may have arisen between you, the customer and (Sooty Brushes
Ltd).

There are comprehensive stages involved in our customer complaints policy
and each stage is an important part of the process in achieving a successful

outcome for all parties and so must be followed.
We must advise that we cannot become involved in any complaint if:

1) Any matter has already resulted in a claim being submitted to any
Court in the UK for resolution or any other dispute resolution service
and irrespective of whether the Court proceedings are on-going or

have already been adjudicated;

2) If any incident has already resulted in a claim being submitted to an
insurance company, either yours or the member sweeps, for resolution,

irrespective of whether this claim is on-going or has been decided and

3) If any matter has been referred by either party to the police.



STAGE ONE

The first stage if you wish to make a complaint is to contact us and put your
concerns in writing. This gives us an opportunity to resolve the matter with
you. You will appreciate that we may not be aware of any issue you may
have and so once notified of this, we may be prepared to resolve the situation

to your full satisfaction.

When putting your concerns in writing please be precise about the exact
issues you have, when these occurred and what rectification you would like.
This will aid us in deciding how best to resolve the situation. So that we can

look into your complaint please provide to us the following information:

Your name, address, e-mail address and best contact number.

The date and location(s) where the complaint incident took place.

e What services were provided and whether you have paid for the
services at the time of making the complaint.

e The nature/basis of your complaint.

e The outcome you would like to see in order to resolve your complaint.

You can contact us in the following ways:

1) By Post — (Luke Shipway, Sooty Brushes, 8 Ernle Road, Calne,
Wiltshire, SN11 9BT)

2) By e-mail: (sweep@sootybrushes.co.uk)

In the unlikely situation that you are still unsatisfied with how your complaint
has been dealt with and you wish to take advantage of the conciliation service
offered by Sweep Safe please proceed to stage two of the complaints

procedure



STAGE TWO

Please contact Sweep Safe LTD to use their conciliation service.
You can contact Sweep Safe LTD in the following ways:

1) By Post —to:

Sweep Safe LTD
64, Tor Hill Road
Torquay

Devon

TQ2 5RY

2) By e-mail: admin@sweepsafe.com

In the circumstance that you are still unsatisfied with the outcome of this
complaints procedure you will still be able to follow the available remedies

under English law, if you so wish.



