
WHEN IS IT A REQUEST FOR A SERVICE & WHEN IS IT A COMPLAINT? 

 

There may be customer contact that could be classified as a request for a service 

and not be considered a complaint. Examples that are not usually regarded as a 

customer complaint include: 

 

• An initial request for service, information, or an explanation of a policy, 

including matters which are brought to our attention for the first time 

which have had no previous opportunity to be resolved. 

• A matter for which there is an appropriate right of appeal of reasonable 

alternative redress such as an insurance claim or referral to the police for 

investigation. 

• Dissatisfaction of a Luxury Loft Co. policy or procedure. 

• Complaints about a product or service offered by a 3rd party and which 

can be and should be dealt with said 3rd party, for example: payment 

providers like Klarna, Clearpay, Laybuy; courier companies, 

manufacturer’s warranties, certain issues concerning brands and 

suppliers. 

• Where proceedings in a court or tribunal have been issued, including 

where a Notice has been served, or are in contemplation by either the 

complainant or the organisation. 

• Persons or bodies over which we have no overall control for example, 

legislation or government policy.  In such an event we will refer the issue 

to the relevant organisation and advise the customer accordingly. 

• A matter concerning the terms of employment or other personnel issues 

of staff. 



• A matter which in the opinion of the organisation is being pursued 

unreasonably. 

• Matters which involve unreasonable and unreasonably persistent 

complaints and / or matters where unreasonable behaviours and 

unacceptable conduct is exhibited either through the complaint or by the 

individual making the complaint. Please see Luxury Loft Co.’s 

Unreasonable Behaviours & Unacceptable Conduct Guidelines for further 

details.  

• An issue with an outside agency that we have no contract with, for 

example, the Police. 

 

 

STAGES OF THE COMPLAINTS PROCESS 

 

The stages of our complaints process have been developed to ensure that it is 

focused on achieving an outcome and resolution as efficiently as possible. 

 

We’ll thoroughly investigate your complaint and offer a fair response that will take 

into account all the information available to us.  

 

In some cases, we’ll need to contact a 3rd party for more information. If appropriate, 

we may refer the complaint directly to them for information or action. 

 

We will do our best to resolve your complaint quickly, sending a Summary 

Resolution Letter if your complaint can be resolved by close of the seventh business 



day following receipt. If your complaint cannot be resolved by close of the seventh 

business day, we will: 

 

• within 14 working days, provide a written acknowledgement of your 

complaint and give you the details of who is handling the case and how to 

contact them, 

• keep you updated on the progress of your complaint; and 

• within 12 weeks of receiving your complaint, we will either: write to you 
with our final response and the reasons for providing this response or 
explain why we are not in a position to give you a final response and let 
you know when we expect to be able to provide it 

WHAT IF I REMAIN UNHAPPY WITH YOUR RESPONSE? 

 

If you are dissatisfied with either our final response, or the reasons for any delay in 

providing our final response you may be able to ask the Furniture and Home 

Improvement Ombudsman for an independent review. 

 

As a recognised alternative dispute resolution body, the Furniture and Home 

Improvement Ombudsman investigates unresolved complaints and decides cases 

along the same principles as those used by the courts. The Furniture Ombudsman 

takes into account any and all relevant consumer legislation, together with the 

requirements of the Ombudsman Code of Practice. 

 

To be able to ask The Furniture Ombusdsman for an independent review, you must 

have given Luxury Loft Co. the opportunity to find a resolution first to your 



complaint and the complaint must not be unreasonably pursued. You must also be 

a private individual consumer and not a business. 

 

Luxury Loft Co. is then able to refer you to The Furniture Ombudsman if you inform 

us that you have been left unsatisfied with our response to your complaint and 

request that Luxury Loft Co. provide you with a final response letter, known as a 

‘letter of deadlock’. This letter of deadlock will act as official reference to The 

Furniture Ombudsman for your dispute and confirms that your complaint was 

unable to be resolved between yourself and Luxury Loft Co. after following our 

official complaints procedure. 

 

If you wish to pursue your complaint to Furniture and Home Improvement 

Ombudsman, this must be within 6 months from the date on which the letter of 

deadlock is issued from Luxury Loft Co. 

 

After your claim has been raised with The Ombudsman, the ADR process begins 

and utilises records, correspondence and photographs relating to the complaint to 

resolve the dispute. 

 

 


