Kirkby Lonsdale Coach Hire Ltd.

Customer Care & Complaints Procedure
For anyone making a complaint by phone – take name, phone number and address if relevant. Ascertain the nature of the complaint and take any relevant times, places and service number.

By taking as much detail as possible, it will help us to enquire more about the complaint when following up and investigating why the incident / problem happened. It will also allow us to compare with any information from other parties involved with the incident e.g. Driver, Fitter etc.
We are committed to providing customer satisfaction and we would get back to any phone call within 2 working days with an update of our investigation and at the end of 7 days for a final conclusion to be made.
In the case of a correspondence complaint by letter, then we must respond to the letter within 7 days of it arriving. This allows us to make the necessary investigations into the matter. 

The only circumstances that might take longer to provide a conclusion would be if the particular driver involved was on holiday or ill or even if they have left Kirkby Lonsdale Coach Hire. In this case an update must be made to the customer to allow them to be fully informed that we have not forgotten or dropped the investigation. Copies of all correspondence to be saved in the correspondence file, service file and the drivers file.

