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Complaints Process

At the heart of Lagan Homes is our core values, Quality, Respect and Community. It is no surprise that 
we achieved the gold standard for In-House Customer Satisfaction in 2026 and our reputation for 
fairness and good communication is supported by the many wonderful comments from customers 
across each of our developments.  
Whilst we always strive to achieve the best customer journey for our customers, we do recognise that 
on some occasions, things can go wrong or don’t always go according to plan.  

Whenever this occurs, Lagan Homes will always seek to address a customers concern in a timely 
manner and take the best and most appropriate action to resolve any issues raised.  

We would encourage you to first familiarise yourself with our remedial process, fully explained in your 
Homeowner Guide, as this provides a wealth of information on what to expect in your new home, and 
does also help navigate how your communication will be handled – for example, if this would fall 
within the remedial process outlined to you in your visits and explained during your Meet the Builder 
and Handover meetings, or whether the concern would be treated as a complaint, in which case, our 
complaints process would be applicable, in line with the Consumer Code for Home Builders. 

Our commitment to you 
Your satisfaction is important to us and is the focus of everything we do. Should you wish to raise a 
complaint, this should be directed to the Customer Care Team in the first instance, and in writing to: 
complaints@laganhomes.com

Upon receipt, your complaint will be dealt with by a dedicated member of the team, who will follow 
our complaints process. It is important that each stage is followed, as outlined below, to enable 
matters to be handled correctly.  

We will always acknowledge receipt of your communication within 24 hours of normal office opening 
times and no later than five working days. 

We will investigate your complaint, gathering further information with the aim to resolve matters as 
soon as possible. Please note the timescales will vary depending on the nature and complexity of the 
issue but our expectation is to provide a full answer within 20 working days of receiving your 
complaint. 

We will strive to do our best to handle your complaint in a fair and reasonable manner. Our homes 
are built to industry standards, as set out by the NHBC, Premier Guarantee, or LABC, and we will use 
their benchmarks to assess your concerns if this is appropriate.  

All responses to customer complaints will, where possible, be made by email, however from time to 
time we may need to contact you by phone during the investigation to gather further information. 

Once our detailed investigation is complete, we will write to you confirming our findings. Where we 
cannot agree to any further action, we will always provide you with an explanation. 

mailto:complaints@laganhomes.com
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Please note it is not company policy to offer compensation and if we have got something wrong, our 
focus will be to put this right as quickly and reasonably as practicable. In cases where remedial work 
is required, resolution of the concern in full will be subject to accessible lead times for both materials 
and labour. 

Areas that are not covered under our complaint’s procedure include: 

 Everyday matters such as reporting or chasing repairs 

 Accounts queries 

 Complaints relating to other residents, including parking issues or any neighbourhood 
disputes 

Initial Communication 

All initial complaints will be handled by our experienced customer care department, who will 
acknowledge receipt, within 5 working days, so you know we are appraising for you. 

To begin the investigation and easily review any related history, please ensure that your address, plot 
number and your preferred contact method are provided.  
Additional information including the details and relevant supporting documentation will also be 
needed and it may also be helpful to understand your desired outcome. 

We will seek to provide you with a swift response to your complaint in writing, and in no more than 
20 working days, which may detail any remedial work required. Where work is necessary, we will work 
with you to make suitable arrangements (please refer to our Customer Charter for further 
information). 

Second Stage 

If our full response does not meet with your approval, your complaint will move to the second stage. 
In this case your complaint will be referred onwards, and handled by our Customer Care Director, to 
try and reach resolution. 

This is a second stage complaint, and any complaint sent directly to the Customer Care Director, or 
any other Director in the first instance, will automatically be passed back to the customer care team 
for the initial complaint handling to be processed. 

Third and Final Stage 

We sincerely hope that we can satisfy your concern without any further escalation, however if upon 
receipt of our second stage response, you remain unhappy with the outcome and feel there are 
reasonable grounds to escalate your complaint, you may request that it is reviewed by our 
Construction Director or another appropriate Director. We will then detail our full and final response 
to your complaint and our reasons for the same. 

Please note that whilst we will seek to deal with your complaint as quickly as possible, on some 
occasions, information gathering, and verification may take a little longer than we anticipate and 
therefore a specific response timescale is not always possible. Please be assured that we will 
endeavour to keep you updated throughout the process and inform when delays are unavoidable. 
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At Lagan Homes, we will always aim to achieve the highest standard in quality. Where this fails, or if 
we do not deliver an appropriate level of service to meet your expectations, we hope that our 
Complaints Process will provide all the assistance you need to reach a full and satisfactory outcome. 

If you find you are not satisfied with our response, after raising via our complaints process, you do 
have the choice of referring your concern in the following ways: 

For issues arising from defective workmanship, product or installation, that fall under the warranty 
cover for your home, you should contact your assigned warranty provider, which will be one of the 
two options below: 

NHBC Claims. 
ccsupport@nhbc.co.uk  
0800 035 6422 

Premier Guarantee – Years 1 to 2 
drs@premierguarantee.co.uk 
0151 650 4343 

Premier Guarantee – Years 3 to 10 
claims@premierguarantee.co.uk 
0151 650 4343 

LABC Warranty 
0800 183 1755 

For disputes, or where we have failed to respond to your complaint within 56 working days (or our 
response has not met with your satisfaction), and the nature of the complaint relates to a service 
and falls within the scope of the Consumer Code for Home Builders, you should contact: 

Consumer Code for Home Builders 
Independent Dispute Resolution Scheme 
(IDRS) www.consumercode.co.uk/contact 
0345 608 9797

Using our Complaints Process or referring your complaint to the IDRS does not affect your normal 
legal rights.  

Thank You, 
Lagan Homes England 
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