Horizon Homes – Formal Complaints Procedure
If you’re not happy with the service you’ve received we’d like to know about it so we can put it right for you and learn from it.
The easiest way to sort out a problem is usually through open communication between the parties directly involved.  Either talk to the person you’ve been dealing with directly or ask to speak with the owner/manager.
If the problem is not resolved to your satisfaction you can make a formal complaint by contacting the national office: Master Licensor, Horizon Homes:
· Call direct on 027 412 5373 
· Email the Master Licensor, Horizon Homes
We’ll contact you within 24 hours of receiving your complaint to explain how we’ll manage the process.  We try to resolve any formal complaint within two weeks of receiving it - if it’ll take longer, we’ll let you know. 
Any personal complaints will be treated in strict confidence and only discussed with the people directly involved in sorting it out.  
There are some issues we may not be able to help with, such as contractual obligations or decisions to be made by the court – we’ll let you know if this is the case.
If you’re not satisfied with the outcome of your formal complaint, you can refer the matter to third party mediation or failing that to legal arbitration.

