iM2 Itd
Handling Complaints Policy

Purpose

This policy sets out how iM2 Building Approvers Ltd as a Registered Building Control Approver (RBCA),
manages, investigates, and resolves complaints in a fair, transparent, and timely manner.
It ensures compliance with the Building (Approved Inspectors etc.) Regulations 2010 (as amended),
the Building Safety Act 2022, and the Building Control Performance Standards.

Scope
This policy applies to all complaints received by iM2 Building Approvers Ltd relating to:
e Building control services we have provided or are providing.
e Conduct or professionalism of our employees or agents.
e Decisions, advice, or documentation issued under our building control function.
It does not cover:
e Appeals against statutory decisions (e.g., determinations under Building Regulations).
e Complaints about other organisations or local authorities.
e Matters outside our control (e.g., contractor workmanship).

Definitions

Complaint

An expression of dissatisfaction, whether oral or written, about the standard, quality, or nature of our
building control service, or about the conduct of our staff or agents, where a response or resolution is
expected.

Principles
We handle all complaints according to these principles:
e Accessibility: The process is simple, clear, and available on our website.
e Fairness: Each complaint is treated impartially and without prejudice.
e Confidentiality: Information is handled sensitively and in accordance with data protection
law.
e Accountability: We record, monitor, and review all complaints to improve our service.
e Timeliness: We respond promptly within published timescales.

How to Make a Complaint

Complaints may be submitted:
e In writing to: The Stanley Building, 7 Pancras Square London, N1C 4AG
e By email to: RBCA@im2Iltd.com

e Via our website: https://im2ltd.com/
e By telephone: 020 3972 4157

Complainants should include:

e Their name and contact details.

e Site address and project reference number (if applicable).

e Aclear description of the issue.

e The outcome sought.
Anonymous complaints will be considered where sufficient information is provided to allow
investigation.
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Complaints Process
Stage 1 - Informal Resolution

We encourage early, informal resolution where possible. If the complainant raises the issue directly
with the relevant surveyor or team member, we will aim to resolve it promptly within 5 working
days.

If unresolved, the matter will move to the formal stage.
Stage 2 — Formal Complaint

Formal complaints are logged in our Complaints Register and acknowledged within 3 working days.
A senior manager not previously involved will investigate and issue a written response within 20
working days of acknowledgement.

If more time is needed (for example, if technical clarification or third-party information is required),
we will inform the complainant and provide an estimated response date.

Stage 3 — Independent Review

If the complainant remains dissatisfied after our formal response, they may request an independent
review by our Complaints Review Officer (or another senior person unconnected with the case).
This review will be completed within 20 working days and will confirm whether the complaint was
handled fairly and in line with this policy.

Stage 4 - Escalation to the Building Safety Regulator
If, after our internal process, the complainant is still dissatisfied, they may refer the matter to:

Building Safety Regulator (BSR)
https://www.gov.uk/guidance/contact-the-building-safety-regulator

The BSR can investigate complaints about the conduct, competence, or behaviour of a Registered
Building Control Approver.

Record Keeping
All complaints, investigations, and outcomes are recorded in our Complaints Register, which includes:

e Date received and acknowledged.

e Summary of the issue.

e Actions taken and response dates.

e Lessons learned or service improvements.

Records are retained for at least 7 years in accordance with our data retention policy.

Learning and Continuous Improvement
We regularly review complaints data to identify:

e Trends or recurring issues.

e Opportunities to improve processes or communication.
e Training needs for staff.
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An annual report summarising complaints received and actions taken will be presented to senior
management.

Confidentiality and Data Protection
All complaints are handled in compliance with the UK General Data Protection Regulation (GDPR)
and the Data Protection Act 2018.

Information will only be shared with those directly involved in resolving the complaint.
Review of Policy
This policy will be reviewed annually, or sooner if required by changes in legislation, regulatory

guidance, or internal procedure.

Last reviewed: 18" August 2026
Next review due: 18" August 2027

We will communicate this policy to our employees, delivery partners and interested parties and review
on an annual basis.

lan Whiting Mark Sullivan
Co-Founder & Director Co-Founder & Director
18 August 2026 18 August 2026

Signed versions available upon request
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