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14/05/2021 2 All 3 Annual review NG
14/05/2022 3 All 4 Annual review CB
14/05/2023 4 All 5 Annual review CB

Copies of this document other than those listed above will not be revised; such copies
will be marked as UNCONTROLLED.



Our Complaints Procedure

Just Digital Marketplace (‘the company’) will consider complaints in relation to any aspect of the
services provided by the company, including any enforcement or non-enforcement action that is
undertaken, (either by the company or, where the company acts for a creditor, a third party the
company has engaged to provide services on your behalf;) although the company can only
respond to complaints about enforcement action made in respect of certain types of debt.

It is therefore important to review Sections 1 and 2 below, before taking the steps to complete
the complaints procedure set out in Section 3.

Section 1: Considerations for Debtors and Creditors if you
are a Debtor

It will greatly assist the company in reviewing your complaint if you can provide as much
information as possible. If you can collate that information before starting the complaints
process, it may allow the company to deal with your complaint more quickly.

If you are a Creditor

Before making any complaint, the company invites you to check the terms and conditions of
the contract you have with the company in the first instance, to clarify that this complaints
procedure is the agreed process for raising a complaint in respect of the company’s services.

If you are a third party representing a Debtor or Creditor

The company will require evidence of written authorisation from the debtor or creditor for you
to make the complaint on their behalf.

Section 2: What complaints are not covered by this Complaints Procedure?

Unfortunately, the company cannot deal with any complaints arising from any enforcement
action taken in respect of a debt which originates from a local authority or Transport for London
(TfL). This might be for debts which include non-payment of council tax; non- payment of non-
domestic rates; non-payment of congestion charges and/or road traffic penalty charge notices.
Complaints about that must be sent to the relevant local authority or TfL directly and in
accordance with their complaint procedures.

In the event that you are dissatisfied with how either the local authority or TfL deals with your
complaint, you may request an independent investigation into your complaint by the Local
Government and Social Care Ombudsman (LGO) (https://www.lgo.org.uk/make-a-complaint).

Section 3: How can you make a complaint?
Stage 1: Complete a complaint form

Please submit your complaint via the online complaint form on the company’s website. The
complaint form will ask you to select a complaint category and provide comprehensive details
of the complaint (your Complaint). If you have submitted your Complaint and then wish to add
further information and/or documents in support, you can email our complaints mailbox at
complaints@justdebt.co.uk

The Complaint categories are as follows:

For Debtors
= Conduct of the Just Enforcement Provider (the Enforcement Agent)
= Conduct of the Just Collections Partner (the Collections Operative)
= Alleged breached of rules and regulations.
= Dispute in relation to fees charged.
= Complaint in relation to the process followed.


https://www.lgo.org.uk/make-a-complaint

For Creditors
= Poor Communication
= Conduct of the Just Enforcement Provider (the Enforcement Agent)
= Conduct of the Just Collections Partner (the Collections Operative)
= Alleged Breach of rules and regulations
= Dispute in relation to fees charged.
= Delay in remittance of funds.
= Complaint in relation to the process followed.
= Contractual performance

Other ways of making your Complaint

If you are not able to submit your Complaint via the company’s website and wish to do so by
post, please contact the company using complaints@justdebt.co.uk or on 020 3848 9060 and
the company will send a complaints form to you for completion with details of where to return it.
Alternatively, if you would prefer to print off and complete the complaints form from the
company’s website, please post it to:

The Poynt, 45 Wollaton Street, Nottingham NG1 SFW
or email to: complaints@justdebt.co.uk

If you are unable to provide details of your complaint in writing or have difficulty in doing so, please
contact the company by telephone on 020 3848 9060 and we will arrange a time for a member
of the team to contact you to record your Complaint over the telephone.

In any communication with us regarding your Complaint, please quote any reference numbers
we have given you relating to your matter so the company can identify your matter as easily as
possible.

Stage 2: Time for making your Complaint

It is company policy to only accept complaints made within 12 calendar months of the date of
the event giving rise to that complaint. If your Complaint is submitted after that 12-month period
has expired, the decision to review your Complaint will be subject to the company’s sole
discretion and may be rejected.

Stage 3: How we will respond to your Complaint

e Once your complaint form has been submitted, you will receive an automated
acknowledgement via your preferred communication method, setting out when a full
response to your Complaint can be expected, including the consideration time for it to be
investigated.

e We will send an initial response to you within 7 days, setting out initial findings and detailing
what steps the company has taken to investigate your Complaint and (where appropriate)
what next steps are proposed. The company may also advise you if the company thinks
you might benefit from legal advice about the subject matter of your Complaint and whether,
in those circumstances, the company considers that the subject matter of your Complaint
may be better dealt with as a claim through the court process.

e The company will invite you to respond to our initial response with any further comments,
before the final response is formalised. The company will provide advice on the timescale
during which you are invited to respond when you are issued the initial response.


mailto:complaints@justdebt.co.uk

Once the company has received any comments from you regarding the initial response,
or if the company does not receive a response, the company will finalise the decision to
your Complaint. The company will endeavor to send that final response to you within 5
days of receipt of your comments or after the last day on which you were invited to
comment. The final response will be provided by Chris Badger, the Principal High Court
Enforcement Officer.

Section 4: What if you are not happy with the final response?

You can request a senior management review of the final response to your Complaint.
Any request should be submitted by you in writing to Chris Badger, the Principal High Court
Enforcement Officer via Chris.Badger@justdebt.co.uk or by post to The Poynt, 45
Wollaton Street, NG1 5FW within 21 days of receipt of the final response, setting out why
you disagree with the final response, together with any further information which may
support your position.

Once the Principal High Court Enforcement Officer receives your request, he will arrange
a meeting with the company’s senior management team, who will review the final response
alongside your representations. The decision of the company’s senior management team
will be provided in writing to you within 14 days from the date on which the company
receives your request for review.

Section 5: What if you wish to appeal the decision?

If you are still unhappy with the decision of the company’s senior management team, you
can escalate your Complaint to one of the following:

High Court Enforcement Officers Association

https://www.hceoa.org.uk/about-us/make-a-complaint

Where your Complaint relates to the enforcement of a High Court Writ or the actions of
our AHCEO, county court bailiff or other associated collections operative or enforcement
agent.

Your Complaint should be made in writing to the following address within 12 months of the
incident giving rise to that complaint;

The Complaints Officer/Secretary
High Court Enforcement Officers Association Suite
S31,
Northwich Business Centre, Meadow
Street,
Northwich, Cheshire,
CW09 5BF

Email: complaints@hceoa.org.uk



https://www.hceoa.org.uk/about-us/make-a-complaint
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If you are not able to make a written complaint to the HCEOA, the Complaints
Officer/Secretary may be contacted by telephone on 0844 824 4575 and a written record
of the complaint can be made.

OR

Civil Enforcement Association

The professional body of which we are a member https://www.civea.co.uk/complaints

Where your Complaint relates to a non-High court order for debts owed to Her Majesties
Courts and Tribunals Service (HMCTS), Highways England or Commercial Rent Arrears
Recovery (CRAR)

Your Complaint should be made in writing to the following address: CIVEA,
PO Box 745,
Wakefield WF1 9RJ
Telephone: 0844 893 3922

The company’s pledge
The company naturally hopes that you are happy with the services provided, but if you are
unhappy with them for whatever reason, please contact the company accordingly. The

company takes complaints very seriously and it is important that you tell the company so the
company can try to put things right.

This will also help to improve the services provided in the future.

Signed,

(arlss Psonio

Carlos Osorio
Group CEO
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