SPECIALIST
VEHICLE RENTAL

CUSTOMER COMPLAINTS PROCEDURE.

Specialist Vehicle Rental Aims to Provide High Quality Services Within the Vehicle Rental Sector.

We Implement Strict Quality Control Measures to ensure continuity and transparency within all of
the Services we Offer.

We Believe That We Achieve This Most of the Time In All Areas and take pride in our customer
facing ability.

However, we do understand that things do go wrong and In the Event That We Fall Short Of Your
Expectations or Give You Cause to Complain, Please Contact the Relevant Department Who Will
Take Full Details Of Your Complaint and Ensure That a swift response is given and a suitable
solution agreed.

Where Possible we will offer a solution straight away, however, we acknowledge that some issues
may take longer to resolve and therefore advise that an interim response may be given until we
are able to establish the full facts of the case before submitting formal a response.

In some cases, we may have to refer back to several parties to request further details and to
establish the facts in order to address your complaint.

In all cases, where circumstances allow, we aim to provide a response within 24 hours and regular
updates thereafter.

In the event that you are not satisfied with the solution that is offered, or wish to address the
matter more formally, we will provide details of the person within our organisation thatisin a
position to address the issue at a more senior level.

In The Unlikely Event We are unable to resolve your issue at Branch Level, we can provide details
of our Industry Governing Body, The BVRLA.

As an independent body, they will look at your complaint from Both the side of the Customer &
our company, the service provider and if needed they may supply further guidance or
representation.
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