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          Step 1: If you have a complaint

If you have a complaint, then in the first instance you should contact the regional Customer Service team. Please CLICK HERE to contact us.

If you are a customer who is yet to complete on the purchase of your new home, any queries should be directed to our sales teams at the appropriate development.

All complaints will be acknowledged within 4 days. Within 10 days of receipt, our team will either reply fully or advise you of the steps they are taking and give a date by which they will be able to respond in full.

Within 28 days a complaint assessment and full response will be provided.

We aim to resolve all complaints at step 1. However, we acknowledge that this may not always be possible.

We kindly request that if you remain unsatisfied with the outcome, that you inform us within 5 days so that we can escalate your complaint.

Step 2: What if I am not satisfied?

If you are still not satisfied then you should ask for your complaint to be referred to, or directly contact, the regional Sales or Customer Service Director depending on whether the complaint relates to a matter pre-completion or post-completion.

They will acknowledge all complaints within 4 days of escalation. Within 14 days of escalation, they will either reply fully or advise you of the steps they are taking and give a date by which they will be able to respond in full.

Step 3: What happens if the Director cannot resolve the matter?

If the regional Sales or Customer Service Director is unable to resolve matters to your satisfaction, then you should escalate this further to the regional Managing Director (based at the regional office that you have been dealing with).

They will review your complaint and determine the best course of action, acknowledging the complaint escalation within 4 days and responding in full within 10 days of escalation.

What happens if we are unable to resolve your complaint through these 3 steps?

We will always do our best to deal with our customers in a fair and responsible manner. If, however, after going through the steps outlined above, you are still unhappy with our response, you may wish to refer to your Home Warranty provider (NHBC) under their claims and dispute resolution service. The NHBC will then either deal with the complaint under the terms of the warranty policy or, if the complaint falls outside the NHBC warranty dispute resolution scheme, offer you the opportunity to refer your complaint to the Independent Disputes Resolution. Full details of this scheme and its provider are part of the Consumer Code for Home Builders document given to you at reservation. Full details of this Code can also be found by visiting: www.consumercode.co.uk

If you would like further details of the NHBC resolution services please visit: www.nhbc.co.uk/homeowners or call 0844 633 1000.

All images are used for illustrative purposes only and are representative only. They may not be the same as the actual home you purchase and the specification may differ. Images may be of a slightly different model of home and may include optional upgrades and extras which involve additional cost. Individual features such as windows, brick, carpets, paint and other material colours may vary and also the specification of fittings may vary. Any furnishings and furniture are not included in any sale. Please check with our sales consultants for details of the exact specifications available at the development(s) for each type of home and the associated prices.


      

      
                                

      
          

  

  

  

          
              

    

        
  
      


  
  

    
      
        [image: Drew Smith Homes Logo]
      

          


    
          	Customer Care
	Zoe’s Legacy
	Modern Slavery Policy
	Privacy Policies
	Cookie Policy
	Complaints Policy
	Contact


        

      
  


  
      
        Drew Smith Homes is part of Vistry Group PLC © 2024
      

  






  
    
      [image: Instagram Icon]
    
    
      [image: Twitter Icon]
    
    
      [image: Twitter Icon]
    
    
      [image: Twitter Icon]
    
    
  







    





        
    
    	Home
	About Us
	What We Do
	Careers



	Developments
	Find Your Home
	Customer Care
	Ways We Can Help
	Management Companies
	Our Customer Commitment



	Partnerships
	Case Studies



	Land
	News
	Community
	Blog
	Schools Competition



	Ways To Buy
	Contact
	Customer Care
	My Drew Smith





      
  