
 
COMPLAINTS POLICY – PRINCIPAL RESOURCING LIMITED 
 
Complaints Policy 
 
This policy explains how Principal Resourcing Limited will receive, record, investigate and respond to complaints 
or incidents raised by clients, candidates (agency workers) or other relevant parties. It applies to concerns about 
our service, our employees, our candidates (agency workers), and the way we manage complaint handling. 
 
Principal Resourcing Limited (referred to as “we” or “us” below) is committed to providing a high level of service 
to our clients and candidates. If you do not receive satisfaction from us, we need you to tell us about it. This will 
help us to improve our standards. We take complaints very seriously and will endeavour to resolve them as 
promptly as possible. We aim to deal with all complaint’s fairy and with respect to both transparency and 
confidentiality where required. 
 
Incident or complaint regarding a candidate (Agency worker of Principal Resourcing) 
 
If you have a complaint or wish to report an incident relating to one of our candidates or agency workers, you will 
be referred to your specific consultant or the branch manager, who will take the necessary details. If they are 
unavailable, a member of the team will record the details and inform senior members of staff as soon as possible 
 
Please provide us with as much detail as you can to help us investigate your complaint or incident: 

1. Provide details of the complaint or incident 
2. Provide specific information, for example, any times and dates of any conversations, names of people 
involved. 
3. Provide us with any statements or evidence in relation to the complaint. 

Dealing with your query 
 

1. Details will be taken and placed on an incident report form. 
2. We will then try to resolve the matter with you, or if necessary, investigate your compliant. 
3. If an investigation is necessary, the following steps will be taken: 

 

• The incident form will be updated at each stage and all correspondence saved in a specific incident 
folder. 

• We will explain the complaint to the candidate and provide a right to reply. We will obtain a 
statement from the candidate involved detailing their version of events. They may also be invited 
to a meeting to discuss this if we deem this necessary. 

• We will update the school with the candidate’s version of events to see if there is any further 
response or information in response. 

• We will look at the facts, evidence and decide on an outcome to our investigations.  

• We will liaise with the complainant to revise a proposed solution. 

• If the compliant relates to candidate performance or conduct, we will, if necessary, take 
appropriate action with the candidate which may include further training, a written warning to 
terminate our contract should conduct not improve, termination of contract with Principal 
Resourcing or referral to a third-party agency. 

• In matters relating to performance or conduct, we will be fully transparent with the candidate in 
relation to concerns raised to allow for the most effective performance management. 



 

Where a complaint or incident raises a safeguarding concern, we will prioritise immediate action in line with our 

safeguarding responsibilities and policy. This may include notifying the appropriate designated safeguarding 

lead, local authority or other relevant body where required. 
 
Company Complaints Procedure 
 

If you have a complaint, concern or incident involving one of our employees or Principal Resourcing Limited, please 
contact The Head of Compliance by telephone or email. If you send your complaint by post, please check that it 
has been received. Where appropriate, we will try to investigate and resolve your complaint informally in the first 
instance. 
 

At this stage, if you are not satisfied, please write to Michelle Grassby – Director.  
 

Next steps 
 

1. We will send you a letter/email acknowledging your complaint and asking you to confirm or explain the 
details set out. We will also let you know the name of the person who will be dealing with your complaint. 
You can expect to receive our letter/email within 5 days of us receiving your complaint. For email 
correspondence, please do check your junk mail or contact us if you do not receive a response. 

 

2. We will record your complaint in our central register within a day of having received it. 
 

3. Once we receive your response and all details, we will acknowledge your reply and confirm what will 
happen next. You can expect to receive our acknowledgement letter/email within five working days of 
your reply. 

 

4. We will then start to investigate your complaint. This will normally involve the following steps; 
 

• Internal investigation of the complaint including fact finding, gathering evidence, and 
interviewing members of staff. 

• We will inform you of our outcome within 5 days from the date of acknowledgement. 
 

5. We will invite you to a video meeting, or telephone call with Michelle Grassby – Director to discuss and 
hopefully resolve your complaint. This will be arranged within 5 days of the end of our investigation.  
 

6. Within 2 days of this meeting/call Michelle Grassby will write to you to confirm what took place and any 
solutions that have been agreed with you. 

 

• If you do not want a meeting or it is not possible, Michelle Grassby will send you a detailed reply 
to your complaint. This will include suggestions for resolving the matter. This will be done within 
5 days of completing the investigation. 

 

7. If you are still not satisfied, you can contact The Fair Work Agency Making a complaint to the Fair Work 

Agency about your recruitment agency - GOV.UK or the REC, the industry trade association, of which 

we are a member by completing an online form: Making a complaint :: The REC 
 

If we must change any of the time scales above, we will let you know and explain why. If you require any 
adjustments to facilitate this process, please do let us know. 
 
Contact details 
Tracy Allen      Michelle Grassby 
Head of Compliance     Director 
T: 01482 580409     C/O Westhill Farm, Main Street, Tunstall, HU12 0JF 
E: HR@theprl.co.uk     T: 01482 580490 
       E: MG@theprl.co.uk 

https://www.gov.uk/government/publications/making-a-complaint-to-the-fair-work-agency-about-your-recruitment-agency
https://www.gov.uk/government/publications/making-a-complaint-to-the-fair-work-agency-about-your-recruitment-agency
https://www.rec.uk.com/recruiters/compliance/complaints/making-a-complaint
mailto:HR@theprl.co.uk
mailto:MG@theprl.co.uk
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Reviewed August 2026  

Complaint is resolved informally. No further action If not resolved, contact Michelle Grassby in writing 
 

We will acknowledge your complaint within 5 days and log on our central register 

We will acknowledge your reply and confirm that an investigation will take place next. You can 
expect to receive this within 5 days of your reply. If there are any delays in the process you will be 

informed of expected time lines and reasons 

 The person dealing with your complaint with reply to you within 5 days of an outcome, or update 
you if there is a delay in the investigation. 

Complaint is received in the first instance  

You will be invited to a meeting within 5 days of the investigation concluding, to try and come to a 
solution. 

We will write to you within 2 days of the meeting to confirm what took place and any agreed 
solutions 

if you do not wish to meet, we will write to you within 5 days with an outcome 

If you are not satisfied with the outcome, you can contact the Recruitment and Employment 
Confederation or The Fair Work Agency. 

You provide us with any required information regarding the compliant 
 


