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Complaints Policy
Version 1.0 – Reviewed October 2025 – Umbrella Ready Limited

This policy forms part of Furle Limited’s compliance framework and should be read alongside the Employee Handbook and Contract of Employment.

Policy Statement
Furle Limited values all feedback and is committed to handling complaints in a fair, transparent, and timely manner.
The company recognises that, despite its best efforts, situations may occasionally arise where an individual or organisation is dissatisfied with the service provided.
This policy sets out how complaints will be managed to ensure they are investigated effectively and resolved appropriately.

Purpose
The purpose of this policy is to:
· Provide a clear procedure for handling complaints raised by workers, agencies, or other stakeholders.
· Differentiate between complaints (service-related) and grievances (employment-related issues raised by employees).
· Ensure all complaints are investigated fairly and without prejudice.
· Use complaint feedback to improve service quality and compliance standards.

Scope
This policy applies to all workers, agencies, end clients, and other external parties who interact with Furle Limited.
It covers complaints relating to the company’s services, processes, or communications but does not apply to personal employment matters (which are handled under the Grievance Procedure).

Responsibilities
The Company is responsible for:
· Maintaining a clear and accessible complaints procedure.
· Ensuring all complaints are logged, acknowledged, and investigated.
· Keeping complainants informed of progress and outcomes.
· Using complaint outcomes to identify training or process improvements.
Managers are responsible for:
· Investigating complaints promptly and objectively.
· Keeping written records of findings and any agreed actions.
· Escalating serious or unresolved issues to senior management.
Complainants (workers, agencies, or third parties) are responsible for:
· Raising complaints in good faith, providing relevant details.
· Cooperating fully with any investigation.
· Respecting confidentiality and professionalism throughout the process.

Procedure / Process
1. Submitting a Complaint
· Complaints should be submitted in writing via email to info@furle.co.uk or by post to the company’s registered address.
· Complainants should include their name, contact details, a description of the issue, and any supporting evidence.

2. Acknowledgement
· Furle Limited will acknowledge receipt of a complaint within two working days.
· The acknowledgement will confirm who is handling the complaint and an estimated timescale for resolution.

3. Investigation
· The complaint will be investigated by an appropriate manager not directly involved in the issue.
· Investigations will be completed within ten working days where possible.
· The investigator may contact the complainant for further information if required.

4. Outcome and Response
· Once the investigation is complete, the company will issue a written response summarising:
· Findings from the investigation.
· Any actions taken or proposed.
· Information about escalation if the complainant is not satisfied.

5. Escalation
· If the complainant remains dissatisfied, they may request a review by a senior member of management.
· The decision of the senior reviewer will be final.
· Where relevant, external agencies (such as the FCSA or SafeRec) may also be contacted for independent review.

6. Record Keeping
· All complaints, correspondence, and outcomes will be recorded and stored securely for at least three years.
· Complaint logs will be reviewed periodically to identify recurring themes or areas for improvement.
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