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1. Objective
Reloading has the responsibility for investigating complaints made against its services
and products delivered. It is our commitment that this process shall be completed in
a fair and impartial manner and will take into consideraton the applicable legislations.

2. Scope
This process addresses all recognized complaint as being an expression of
dissatisfaction, or advice, about the services or products delivered by Reloading.

3. Process
As soon as we are notified of a complaint, we acknowledge its receipt in writing to
provide the customer with confirmation that the complaint has been received into our
customer resolution process. This process will be made no later than 5 working days
from the date of receipt providing the contact details of the individual within the
organization that will handle the investigation.
It will provide the customer a description of the actions being taken to handle the
analysis and provide a further line of action with expected timelines in agreement with
the urgency of the matter and the legal orientations of the service, product, contracts
or legal entity.
Additionally, the complain may be addressed to specific impartial entity (e.g.
www.livroreclamacoes.pt) and can be raised by the customer assigning the complaint
to Reloading, following the legal rules and processes. For these situations, Reloading
will follow the legislations related with the impartial entity, as long as it is recognized
and accuntable to oversight the complains process (e.g. depends on the type of
service, established contracts, local/regional laws where the service is legally
recognized).
In order to keep all parties informed about the process, Reloading is committed to
provide any progress of the investigation of the complain. Reloading seeks to do this
using all forms of communication an on an ongoing basis. The customer may request
an update at anytime.
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As soon as we have completed our investigation we write to the customer with a full
explanation of our investigation and set out our findings with an explanation of why
we have reached our decision. Our findings will be either that the customer has ‘cause’
to complain or ‘no cause’ to complain.
Where ‘cause’ is found we set out the action we propose to take to redress customer’s
complaint. Customer will be asked to confirm acceptance of the redress offered or
rejection.
Where ‘no cause’ is found we set out the reasons for reaching this decision and provide
a reminder of customer’s right to refer the complaint to any legal and recognized
entity to support the complain.

4. Final provisions
Suggestions or doubts raised in the interpretation of these Regulations should be sent,
via email (info@reloading.pt), to the Operational Coordinator of RELOADING's training
service.
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