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Our commitment to you 

Need aftercare support?

Phone: 0345 146 7023 

Email: homefulfilment@evander.com 

We take all feedback seriously. It helps us 
understand what we are doing well and where we 
need to improve. We use your feedback to: 

We're committed to providing a high-quality service for 
every resident. We always aim to get things right first 
time, but we understand that sometimes things don't go 
as planned.

Whether you'd like to recognise a colleague for great 
service, suggest an improvement or raise a concern, we'd 
love to hear from you. Your feedback helps us celebrate 
great work, improve our services and put things right 
whenever needed.

Aftercare support

If something isn't quite right after your installation, such 
as a window or door needing a minor adjustment, we're 
here to help. Our aftercare team will make the process as 
simple and straightforward as possible.

Listen to your concern

• Arrange any follow-up work if needed

• Explain what will happen next and when

• Keep you updated until everything is resolved

What you can expect from us

If you raise a concern or complaint, we will:

• Make the process simple and accessible

• Treat you with courtesy, respect and fairness

• Review your concern carefully and thoroughly

• Be honest if we've made a mistake and apologise

• Put things right as quickly as we can

• Keep you informed throughout

All concerns and complaints are recorded and 
monitored to help us resolve them as quickly as 
possible.

Compliments and positive feedback

Compliments and positive feedback
If one of our colleagues has gone the extra mile, we'd love to 
hear about it. Your feedback helps us recognise great service, 
celebrate our people and continue improving the experience 
we provide.
• Recognise colleagues who deliver outstanding service
• Share good practice across our teams
• Understand what residents value most
• Continue improving the way we support residents

You can send us a compliment by:

Phone: 03451 467 057
Email: wecare@evander.com
Webchat: For many questions, the quickest way to get in touch 
is through Webchat on our website.
Post: Customer Care Team, Evander, 1 Peachman Way, 
Broadland Business Park, Norwich, NR7 0WF

Trustpilot: You can also leave us a review.

How we will handle your concern

Our Customer Care Team oversees a fair review of every 
complaint. Once we receive your concern, we'll investigate 
it thoroughly and aim to provide a full response within 
three working days. If we need longer, we'll explain why 
and keep you updated. Raising a concern will never affect 
the service you receive from us—our priority is making 
things right.

Learning from your feedback

Every piece of feedback helps us improve. We use 
what residents tell us to:

• Recognise excellence and share good practice

• Improve our services and processes

• Provide additional training where needed

• Help prevent similar issues in the future

Our promise

We're committed to delivering an excellent 
experience for every resident. We'll always listen, 
learn from your feedback and, if something goes 
wrong, act quickly to put it right.
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