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At Home Efficient, we aim to provide the highest standard of service. If you are unhappy with any 

aspect of our products or services, we encourage you to raise your concern so we can resolve it 

quickly and fairly. 

1. How to Make a Complaint 

You can contact us through any of the following methods: 

• Email: info@homeefficient.co.uk 

• Phone: 0800 001 6941 

• Letter: Unit C, Bramingham Business Park, Enterprise Way, Luton, LU3 4BU 

• Online Form: https://homeefficient.co.uk/about/ (Please scroll to the bottom of the page) 

• TrustMark / Certification Body / Scheme Provider portals (for escalations if necessary) 

 
Please provide as much detail as possible, including your contact information, the address of the 

installation, and a description of the issue. 

2. What Happens Next 

Acknowledgement: 

• We will acknowledge your complaint within 2 working days. 

• outline the next steps and estimated timescales for resolution. 

 

Investigation: 

• We will review all relevant records, speak with our team if needed, and may conduct a site 

visit. 

• Our aim is to understand the root cause and identify corrective actions. 

 

Resolution: 

• We will provide clear actions to resolve the complaint. 

• Remedial works, compensation, or other resolutions will be offered as appropriate. 

• We will keep you informed of progress throughout the process. 

 

Closure: 

• A complaint is closed once all actions are completed, and you are satisfied, or after you have 

had a reasonable opportunity to respond.  

• You will receive a written closure confirmation summarising the resolution. 

 

3. Escalation 

 

If your complaint remains unresolved or involves serious issues, you may escalate it: 

 

3.1 NAPIT / MCS Certification Body 

 

Website: www.napit.org.uk/complaints/ 

Email: info@napit.org.uk 

Phone: 0345 543 0330 
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Postal Address: 4th Floor, Mill 3, Pleasley Vale Business Park, Mansfield, Nottingham, NG19 8RL 

 

Escalate when: The complaint involves safety, compliance, or technical issues not resolved by Home 

Efficient. 

 

3.2 TrustMark 

 

If your complaint remains unresolved after contacting NAPIT, or the issue affects consumer rights, 

safety, or regulatory compliance. 

 

Website: https://www.trustmark.org.uk 

Email: enquiries@trustmark.org.uk 

Phone: 0333 555 1234 

Postal Address: TrustMark Limited, The Building Centre, 26 Store Street, London, WC1E 7BT 

 

3.3 Dispute Resolution Ombudsman (DRO)  

 

The Ombudsman provides neutral, independent dispute resolution when complaints cannot be 

resolved internally or via regulatory escalation. 

 

If you remain dissatisfied after following our internal complaints procedure and/or escalating to 

TrustMark or NAPIT, you may contact the Ombudsman for independent review 

 

Contact details: 

 

Website: www.disputeresolutionombudsman.org/ 

Email: info@disputeresolutionombudsman.org 

Phone: 0333 241 3209 

Address: Premier House, 1-5 Argyle Way, Stevenage, Herts, SG1 2AD 

 

4. Vulnerable Customers 

 

We are committed to treating all customers fairly. If you are considered vulnerable (due to age, 

disability, language barriers, financial stress, or safeguarding concerns), we will: 

 

• Communicate clearly and provide written explanations where needed 

• Allow extra time for decision-making or understanding 

• Escalate concerns internally to ensure your protection 

 

 

5. Confidentiality and Privacy 

 

Your personal information will be handled in accordance with GDPR. Complaint details will only be 

shared with staff necessary to investigate and resolve the issue. 

 

6. Continuous Improvement 

 

We monitor complaints to identify systemic issues and improve our services. All complaints 

contribute to updates in training, procedures, and quality assurance. 
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