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Complaints Procedure

In spite of our stringent quality procedures, occasionally difficult or sensitive issues arise. As we
continually seek to improve our service, any comment you make is important to us.

Ifyoufeelyou have acomplaint, you shouldfirst of allapproach your consultant who mustinform
the relevant Team Manager. S/he will supervise the investigation of the complaint. We aim to resolve
issues within 48 hours wherever possible.

Ifthe situation is not resolved by the consultant or Team Manager, a candidate’s complaint will be
passedtothe compliance Managerwhowillacknowledgethe complaintinwritingwithin48hours.
The Compliance Manager willfollowup the complaintwith the personnelinvolved and ensure a
writtenresponseissent to the candidate within 5 working days.

Ifthe situationis notresolved by the consultant, aclient’s complaint will be passedto the
Operations Directorwhowillacknowledge the complaintinwriting within48 hours. The Operations
Director will followupthe complaintwiththe personnelinvolved and ensure awrittenresponseis
senttothe candidate within 5 working days.

If you do not wish to meet personally (or if it is not possible to meet personally) with your consultant
/ Team Manager to resolve your complaint, your consultant / Team Manager will send you a
detailedreplytoyourcomplaint. Thiswillinclude his/ her suggestionsforresolvingthe matter.

S/he will do this within 48 hours of completing his/her investigation.

Allegationsaboutaworkerregardingchild protectionandsafety are taken veryseriously. When
suchanallegationis made, the Team Managerimmediately alerts senior managers by telephone. We
will acknowledge your complaint within 48 hours and the temporary worker will be suspended
(without pay) from any further bookings with Uniform Education until the outcome of the
investigation is known.

Ifthe allegationbecomesa Child Protection Referral (CPR) we willliaise betweenthe schooland
worker involved, and designated personnel from the Local Authority. Uniform Education has a duty
to report cases of serious misconduct relating to child protection to the Independent Safeguarding
Authorityinaccordance withthe ISA's specificreferral guidance criteriaand referral process.
Iftheallegationis nota CPR, we willwork with your schooltoinvestigate what happened. Aftera
thoroughriskassessment, we will decide whetherto offerfurtherwork tothattemporaryworker.
Confirmation of any action taken will be provided in writing to the client.

Complaints aboutaworker regarding poor work practice are discussed with the temporary worker.
Ifappropriate, we will advise the temporary worker of resourcesfor trainingand professional
development.
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The number and regularity of these complaints are recorded for each worker on our database
system and are monitored each week by the Quality Manager.

If the worker has a number of complaints made against him/her, managers will decide whether to
continue to offer work to that worker and inform him/her of the decision.
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