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COMPLAINTS POLICY 
Responsible for Policy: COO 
Last review date: 11 June 2024 
Date next review: June 2025 
  
We are committed to providing the best service we can and to being excellent in all that we do, but 
we recognise that our practices could always be improved. When we fall short of the high 
standards, we set for ourselves, we would like to hear about it. We take all feedback seriously – 
both good and bad – and treat all feedback as an opportunity to develop. 
 
OUR COMMITMENT TO YOU 
We will strive to ensure that complaints are: 

• acknowledged promptly; 
• taken seriously and properly investigated; 
• dealt with confidentially and fairly; 
• responded to appropriately; and 
• learned from. 

 
WHAT CONSTITUTES A COMPLAINT 
We consider a complaint to be an expression of dissatisfaction about the standards of service, actions 
or lack of action by Get Further, our staff or anyone else involved directly in the delivery of our work. It 
can also include 

• poor stakeholder experience 
• failure to adhere to a policy or process  
• failure to meet an agreed contract with a client 

 
HOW TO MAKE A COMPLAINT 
If you would like to make a complaint to Get Further, please contact us using any of these options: 

• For complaints regarding how we process your personal data: hello@getfurther.org.uk 
• For payment of invoices or finance-related complaints: finance@getfurther.org.uk  
• For all other complaints: hello@getfurther.org.uk  

Write to us – please send your correspondence to Senior Operations Officer, The Brewery Building, 55-
61 Brewery Road, London, N7 9QH. 
 
Complaints should be made in writing within three months of the relevant incident. In exceptional 
circumstances we may be able to respond to a complaint that is older, although this is something we 
will decide at our discretion and on a case-by-case basis. 
 
Please make sure you include your name, address and contact telephone number in your email or letter 
so we can get in touch with you easily. Complaints should include full details, times, dates and as much 
information as possible for Get Further to understand the situation completely. If you have a suggestion 
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for how best to resolve the issues in your complaint, please also let us know. We want to reach the 
best possible outcome, and we value your ideas as to how to achieve this. 
 
WHAT WE WILL DO TO RESPOND TO A COMPLAINT 
We will acknowledge your complaint within 10 working days from receiving it and will send a formal 
response as quickly as we can, but within 20 working days. 
 
Please note that if the issues raised in your complaint are complicated (for example, if they involve our 
partner organisations) then we may need further time to properly investigate your complaint, but we 
will keep you updated as to when you can expect to hear back from us. 
 
Investigations of the complaint will initially be carried out by the Senior Operations Officer, who will 
explore all the details and make recommendations for a resolution. For more complex complaints it will 
be escalated to the COO for review.  
 
For any complaints relating to the CEO or Executive Leadership Team, these will be handled directly by 
the Chair of our Board of Trustees.  
 
Should additional information or evidence be required, Get Further will request this. Get Further will set 
a reasonable timeframe for this additional information or evidence to be provided. If this additional 
information or evidence is not received by the set date, the complaint will not be progressed and Get 
Further will confirm this decision in writing. 
 
Get Further will endeavour to resolve complaints promptly and will base decisions on matters of 
factual accuracy provided by all parties. The complainant will be kept informed of the progress of 
complaints. In all circumstances Get Further will endeavour to respond to complainants with a decision 
within 20 working days of sending an acknowledgment of the complaint in writing.   
 
There are 3 possible outcomes:  

• the complaint is upheld – on the basis that the grounds and evidence justify the complaint. In 
this instance, the follow up action will vary according to the nature of the complaint.  

• the complaint is not upheld – on the basis that the grounds and evidence do not justify the 
complaint.  

• the complaint is partially upheld – on the basis that some aspects of the grounds and evidence 
justify the complaint, and some do not.  

 
In any case, Get Further’s decision will be final. 
 
All complaints will be recorded and reported to the board of Trustees every quarter.  
 
From time to time, we may receive complaints about matters that we are not able to comment on (for 
example, matters that do not relate directly to Get Further or our work). Additionally, there may be very 
rare occasions when we will choose not to respond to a complaint (for example, where someone 
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unreasonably pursues a complaint that we have already responded to; where the person making the 
complaint is being abusive or offensive in their correspondence; or where the complaint is incoherent or 
has been made anonymously).  
 
We are a small team with limited resources, and we must be always mindful of this in responding to 
complaints. 
 
WHAT TO DO NEXT IF YOU HAVE FURTHER QUESTIONS OR CONCERNS 
We are confident that we will be able to address your concerns and resolve your complaint in a way 
that you are satisfied with. If you are still unhappy, then please let us know and we will escalate the 
complaint to the Executive Leadership Team and/or the Board of Trustees. 
 
After the complaints policy and that of any partner organisations involved have been exhausted, a 
complainant can take their complaint to the ESFA at compliants.esfa@education.gov.uk or by letter to 
Customer Service Team, Education and Skills Funding Agency, Cheylesmore House, Quinton Road, 
Coventry, C1 2WT. 
 
ACCESSIBILITY  
If any aspect of the complaint’s procedure causes you difficulty on account of any disability that you 
may have, you should contact the Senior Operations Officer through hello@getfurther.org.uk who will 
make appropriate arrangements.  
 
PAYMENT OF INVOICES 
Get Further aims to pay all invoices with a valid Purchase Order within 30 days of receipt as standard. 
Invoice queries and disputes from Get Further will be raised to the contact name listed on the invoice to 
us.  Disputes raised by a supplier over missing or late payment should be raised 
to finance@getfurther.org.uk.  
 
COMMUNICATION OF COMPLAINTS POLICY 
This policy is published on our website here: https://getfurther.org.uk/legal/ 
 
We include this link on all our partnership agreements, and confirmation emails to all learners.   
 
Policy reviewed and signed by CEO 

 
11/06/2024 
 

mailto:finance@getfurther.org.uk
https://getfurther.org.uk/legal/

