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Complaints Handling Policy (Version 1.1) 

SwellRock Construction Compliance Ltd, hereon referred to as “SwellRock”. 

SwellRock operates a formal complaints procedure in accordance with the 
Operational Standard Rules issued by the Building Safety Regulator (BSR), our 
Regulator. 

SwellRock will maintain, and make available upon request, its complaints handling 
procedure to any interested party. Any individual dissatisfied with the service they 
have received from SwellRock will be able to raise a complaint, which will be dealt 
with fairly and in a manner that is open to independent audit. 

SwellRock is committed to providing the highest quality of service and aims for total 
customer satisfaction and continuous improvement across all areas of our 
operations. However, we acknowledge that, despite best efforts, mistakes can 
occasionally occur. It is therefore important that you feel able to raise any concerns 
or complaints, regardless of their complexity or nature. 

This policy outlines: 

1. How you can raise a complaint about SwellRock; and 
2. How SwellRock will manage and respond to your complaint. 

How to Make a Complaint 

If you consider your complaint to be non-complex or not serious in nature, you may 
contact one of the Directors directly by email at: 

• cmaslen@swellrock.co.uk, or 
• rmorley@swellrock.co.uk 

They will review your complaint and respond via email or telephone. 

If either party (you or SwellRock) considers the complaint to be complex or serious, 
you will be asked to complete our formal Complaint Form, which can be provided 
on request. 
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What to Expect 

Business Hours 

Complaints will be received and processed during SwellRock’s standard working 
hours: Monday to Friday, 09:00 - 16:00 (excluding public holidays). 

 

Acknowledgement 

SwellRock will acknowledge your complaint within 5-working days of receipt. 

 

Investigation 

1. A designated member of SwellRock will be appointed as your Complaints 
Officer. 

2. The Complaints Officer may contact you for additional information or 
clarification to support a thorough investigation. 
 

Response 

1. You will receive a response via email to ensure prompt and secure 
communication. 

2. SwellRock aims to respond in full to your complaint within 15 working days of 
receipt. 

3. In cases where the complaint is particularly complex or serious, the 
investigation may take longer. In such cases, your Complaints Officer will 
contact you to agree a revised timeframe. 

4. If you are dissatisfied with the outcome, you may contact the Complaints 
Officer for a review. A response will be issued within a further 15 working 
days. 
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If You Remain Dissatisfied 

If you remain dissatisfied with the outcome or how your complaint was handled, 
you may take the following steps: 

1. For Registered Building Control Approver (RBCA) services: You may 
contact the Building Safety Regulator (via the Health and Safety Executive) 
who may undertake their own investigation in accordance with their 
standards and procedures. 

2. For consultancy services provided by SwellRock: Alternative dispute 
resolution through mediation may be considered. Both parties must agree to 
the mediation provider. 

SwellRock’s Role as a Registered Building Control Approver 

SwellRock’s role as an RBCA is to offer guidance and perform reasonable checks to 
help ensure that building work complies with the Building Regulations. 

SwellRock does not guarantee compliance. Instead, we certify, as far as can be 
reasonably ascertained, that the work complies with the functional requirements of 
the Building Regulations. This is achieved through: 

• Detailed assessment of architectural and technical drawings (where 
submitted); and 

• Periodic, risk-based site inspections during construction. 

We are not appointed as “Clerk of Works” and do not monitor every aspect of 
construction. The legal responsibility for compliance rests with the individual(s) 
carrying out the works. 

Where a complaint falls outside SwellRock’s remit, there may be no further action 
we can take. In such cases, you may wish to raise the matter directly with your 
appointed builder, contractor, or seek independent legal/professional advice. 

 

 

 

 

http://www.swellrockcompliance.co.uk/
mailto:info@swellrock.co.uk


 
 

 
Registered Building Control Approver (RBCA) Reg No. RBCP05817B7T 
Complaints Handling Policy (Version 1.1) 
 

 

www.swellrockcompliance.co.uk I info@swellrock.co.uk I 01752 422172 
SwellRock Construction Compliance Limited 

Plym House, 3 Longbridge Road, Marsh Mills, Plymouth PL6 8LT 
Registered Company (England and Wales) No. 15453041 

 

Policy Review and Continuous Improvement 

SwellRock reviews all complaints under this policy as part of our Quality 
Management System. 

Our formal complaint log is regularly monitored to ensure that opportunities for 
service improvements are identified and implemented promptly. 

This policy does not affect your right to raise concerns under our Whistleblowing 
Policy, which is available on request. 

Contact Details - Regulator 
The Building Safety Regulator (BSR) 
Tel: 0300 790 6787 
Web: Contact BSR 

Signed by the Directors 
This Complaints Handling Policy has been reviewed, approved, and adopted by the 
Directors of SwellRock Construction Compliance Ltd. 

Date: March 2026 
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