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At the M6toll, we are committed to delivering the highest standards of service and
customer care. However, we recognise that sometimes things may not go as expected.
If you are unhappy with any aspect of our service, we want to hear from you so we can
put things right and improve for the future.

1. Our Commitment to You

We will:

Treat your complaint seriously, fairly, and confidentially.

Investigate the issue promptly and thoroughly.

Aim to resolve your complaint as quickly as possible.

Use your feedback to improve our products and services.

2. How to Make a Complaint
You can make a complaint using any of the following methods:

Email: complaints@mé6toll.co.uk
Phone: 0330 660 0790

Please provide:
e Your name and contact details
e Details of your complaint (what went wrong, when, where, and with whom)
e \Vehicle registration number, if applicable
e Account number, if applicable

e Anysupporting documentation (e.g., receipts, emails)

3. What Happens Next?
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Step Timeframe Details

We will confirm that we have received

Acknowledgment Within 2 working days .
your complaint.

We will look into your concerns and may

Investigation Within 5 working days . .
contact you for more information.

Within 10 working days (or We will provide a full response with our

Response . ) o )
sooner if possible) findings and any proposed solution.

If we need more time, we’ll let you know and explain why. and keep you informed at
each step

4. If You're Not Satisfied

If you are unhappy with the outcome of your complaint, you can request that it be
escalated for further review by a senior member of our team. We will review your case
again and aim to respond within 7 working days.

5. Continuous Improvement

Your feedback helps us improve. All complaints are recorded, reviewed, and used to
enhance the quality of our service. We value your input and appreciate you taking the
time to help us get better.

Thank you for giving us the opportunity to resolve your concern.
If you have any questions about this policy, please contact us at
complaints@me6toll.co.uk
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