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COMPLAINTS POLICY

CATS IN THE CITY LTD
Complaints Policy
Effective Date: 
Cats in the City Ltd (“we”, “us”, “our”) is committed to providing a reliable platform As we operate as a booking and administrative platform, services are delivered by independent sitters. This policy explains how complaints are handled.

1. How to Submit a Complaint
Complaints must be submitted in writing to:
📧 enquiries@catsinthecity.co.uk
Please include:
· Your full name
· Details of the complaint
· Supporting evidence 
We will aim to get back to you within 48 hours

2. Complaints About Sitters
Where a complaint relates to service delivery:
· We will notify the sitter.
· We may request written statements from both parties.
· We may review relevant booking records.
Cats in the City does not supervise daily service delivery but may assist in facilitating communication.
We may, at our discretion:
· Issue a warning
· Suspend access to our services
· Remove a sitter from the platform
We will aim to get back to you within 48 hours and resolve the issue within 14 working days.

3. Complaints About the Platform
If your complaint relates to:
· Payment handling
· Administrative errors
· Platform functionality
We will aim to respond within 5 working days and resolve within 14 working days.

4. Dispute Resolution
We encourage parties to resolve disputes directly where possible.
Cats in the City may assist but does not assume liability for independent service delivery.

5. Escalation
If you are not satisfied with the outcome, you may pursue resolution through the appropriate legal channels.
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