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Complaints Handling Procedure


Recruiting Solutions (East Midlands) Ltd


1. Purpose


Recruiting Solutions (East Midlands) Ltd is committed to delivering a professional, fair, and high-quality recruitment service to clients, candidates, and workers.

We recognise that, from time to time, concerns or complaints may arise. This procedure ensures that complaints are handled:

· Promptly
· Fairly
· Consistently
· Confidentially
· In a transparent and professional manner


We view complaints as an opportunity to improve our services.




2. Scope


This procedure applies to complaints from:

· Clients
· Candidates
· Temporary workers
· Contractors
· Suppliers
· Members of the public


Complaints may relate to, but are not limited to:

· Recruitment processes
· Conduct of our staff
· Terms of engagement
· Payment issues
· Compliance concerns
· Discrimination or unfair treatment
· Data protection issues





3. Definition of a Complaint


A complaint is any expression of dissatisfaction, whether written or verbal, about the services provided by Recruiting Solutions (East Midlands) Ltd or the conduct of its employees.

4. How to Make a Complaint
Complaints can be made:

· By email
· In writing
· By telephone
· In person

Complaints should be directed to:

Director
Recruiting Solutions (East Midlands) Ltd
info@rseml.co.uk
Unit 1a Bell’s Industrial Estate , Dysart Road , Grantham, Lincs NG31 7DB

If the complaint concerns a Director, it should be addressed to the Company Director not involved in the matter (if applicable).


5. Complaints Handling Process

Stage 1 – Informal Resolution

Where possible, we encourage concerns to be raised directly with the relevant consultant or manager in the first instance.

We will aim to:

· Acknowledge the complaint within 2 working days
· Investigate the issue
· Provide a response within 5–10 working days

Many issues can be resolved quickly at this stage.




Stage 2 – Formal Investigation


If the matter cannot be resolved informally or is of a serious nature:

1. The complaint must be submitted in writing (if not already).
1. A Director will acknowledge receipt within 2 working days.
1. An impartial investigation will be conducted.
1. Relevant evidence, documentation, and statements will be reviewed.
1. A formal written response will be issued within 10–15 working days (or the complainant will be updated if additional time is required).


The response will include:

· A summary of the findings
· Any corrective action taken
· Proposed resolution

Stage 3 – Escalation


If the complainant remains dissatisfied, they may request a further review by a Company Director not previously involved (where possible).

A final written decision will be issued within 10 working days of the escalation request.

This decision will be considered final within the company’s internal process.


6. Confidentiality


All complaints will be handled sensitively and confidentially. Information will only be shared with those directly involved in investigating and resolving the issue.


7. Protection Against Victimisation


Recruiting Solutions (East Midlands) Ltd will not tolerate victimisation or retaliation against any individual who raises a complaint in good faith.


8. Record Keeping
We will:

· Keep a written record of all formal complaints
· Record actions taken and outcomes
· Monitor complaint trends to improve service standards


Complaint records will be retained in accordance with our Data Protection Policy.


9. Regulatory or External Escalation


If a complainant is not satisfied with our final response, they may seek external advice or escalate the matter to a relevant regulatory body where applicable, such as:

· Employment Agency Standards Inspectorate (EAS)
· ACAS (for employment-related disputes)
· Information Commissioner’s Office (ICO) for data protection concerns
· Employment Tribunal (where applicable)

10. Monitoring and Review


This procedure will be reviewed annually to ensure it remains effective and compliant with current legislation and industry standards.



Approved by:
Director - Carole O’Shaughnessy 
Recruiting Solutions (East Midlands) Ltd

Effective Date: January 26
Review Date: Annually 
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