
 

 
 

Complaints Handling Procedure 
 
Blue Crystal’s Complaints Handling Procedure is in place to ensure complaints are handled effectively and in a timely 
manner. There are two stages to our Complaints Handling Procedure. 
 
If after the second stage of the Complaints Handling Procedure, we aren’t able to reach an agreement with you or 
more than 8 weeks has elapsed since the initial complaint was made, you can use mediation through independent 
advice for leaseholders such as LEASE or Citizens Advice. 
 
Stage 1 
 
If you have already contacted the landlord or you wish to raise a complaint directly with Blue Crystal, please email 
pm@bluecrystallondon.co.uk or call 020 8994 7327 providing as much detail as possible, including: 

• your contact details  
• the complaint 
• any evidence you wish to be investigated 
• whether you’d like to request a complaints form 

 
A member of our team will acknowledge your complaint within 7 days, assign a reference number and open a case 
file. Blue Crystal aims to provide a full response within 28 days, including: 

• a written response with our decision 
• reasons for the decision 
• what the next stage is if you are still dissatisfied 

 
Stage 2 
 
If you are still not satisfied after the last stage of the in-house complaint procedure, or more than 8 weeks has 
elapsed since the complaint was first made, then you can take the matter up with your chosen approved scheme or 
The Property Redress Scheme of which we are a member, using these contact details and quoting our membership 
number: 
  
The Property Redress Scheme  
Premiere House 
1st Floor 
Elstree Way 
Borehamwood 
WD6 1JH  
0333 321 9418  
info@theprs.co.uk  
theprs.co.uk 

Blue Crystal PRS Membership Number: PRS014749 
 

 


