
Grosvenor House Associates (Cornwall) Limited 

Complaints Policy and Procedure 

INTRODUCTION 

Grosvenor House Associates (Cornwall) Limited makes every effort to ensure 

that whatever service we are carrying out for you is done in a professional, 

effective and efficient manner. Unfortunately, but rarely, mistakes do occur. 

We want all our clients to feel that they are able to make a complaint without 

fear of feeling intimidated and without the worry that your complaint will not be 

taken seriously. 

We are committed to giving you the best possible service at all times. If we get 

it wrong then please let us know in order that we may rectify any errors and 

learn for the future. 

If you would like a copy of this policy then please do not hesitate to ask. The 

Employment Law advice and training given by GHA (Cornwall) Limited are 

covered by professional indemnity insurance which is renewed annually in 

October. 

GENERALLY 

If you feel that you have any complaint against the Company at any time then 

please let us know as soon as possible. We have set out for you in this document 

the complaints procedure that should be followed for each type of service that 

we offer. You are welcome to submit your complaint by any means; by telephone, 

by email, by fax, by letter or in person. 

Employment Tribunals and Employment Law Advice 

Grosvenor House Associates (Cornwall) Limited is regulated by the Ministry of 

Justice in respect of regulated claims management activities. The Company’s 

details and regulation number may be found on the Claims Management 

Regulation register of authorised businesses. To access this information go to 

www.claimsregulation.gov.uk and click on ‘Authorised Businesses Search’. The 

Company’s authorisation number is 5863. The authorisation is renewed annually 

in February. 

These ‘activities’ refer to advice that the Company might give you in relation to 

Employment Tribunals. This advice may take the form of advising you on the 

http://www.claimsregulation.gov.uk/


compensation that you are likely to receive if you win an Employment Tribunal or 

it might be advice given to you and your organisation about what compensation 

you may have to pay to an employee who is taking you to an Employment Tribunal. 

It may also be advice that we give you regarding possible compensation in order 

for you make the decision as to whether to take legal action or, in the case of an 

organisation, whether to settle the matter out of Court. The procedure in any 

case is the same. 

The Procedure 

1. As soon as you feel that you have a complaint that you wish to put to the 

Company then please let us know, preferably in writing. You may contact 

us by email, telephone, fax or by post and the relevant 

addresses/numbers are set out below: 

 JPS@ghacornwall.co.uk  Fax: 01726 

823247 

Tel: 01726 

824574 

Grosvenor House, Fore 

Street, St Stephen-in-

Brannel, St Austell, Cornwall, 

PL26 7NN 

1. If you have cause to make a complaint to the Company then your 

complaint will be dealt with by a person who has not been directly involved 

in the matter of which you are complaining. This person will either be a 

Director of the Company or a person appointed by the Company who is 

independent from the Company and has the full authority to make 

decisions relating to any complaints against the Company. 

3. Where a complaint is received by the Company and it is considered to be 

a genuine complaint which is upheld by the investigator then the Company 

will offer you redress.  You have the right to make a claim against the 

Company’s professional indemnity policy should you wish to do so and the 

Company will co-operate in giving you full details of the policy in order 

that you should make your claim. Any decision as to compensation will be 

made by the Insurance Company and its decision will be final. 

What Happens Next? 

1. The Company expects that if you have reasonable cause to make a 

complaint then this will be done in a timely manner. Complaints about 

matters of which you were aware six months or more before you issued 

your complaint will be declined unless there is a genuine reason why you 

were unable to bring the complaint to our attention at an earlier date. 
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2. Any complaint received from a Client will be acknowledged in writing 

(either by email, fax, or post) within five working days of receipt of the 

complaint.  You will be notified at that time of the name, title, and 

contact details of the person investigating your complaint. You will also be 

provided with details of how the complaint will be dealt with. 

3. Within a maximum of four weeks after receipt of your complaint the 

investigator will write to you sending out details of his/her findings or, if 

it has not been possible to resolve the matter in that time, he/she will 

inform you of that fact and let you have details of the investigation to 

date. 

4. Within eight weeks of any complaint you will be issued with a final 

response from the investigator. 

If your complaint is about the management of any claim that the Company has 

advised you upon in relation to Employment Law and compensation and you are 

unhappy at any time with the way in which your complaint has been handled then 

you have the right to refer your complaint to the Claims Management Regulator. 

IT Consultancy, Health and Safety and Management and IT Training 

Should any individual, Firm, Partnership, Organisation, or Company who has 

legally employed the services of GHA have any reason for complaint about any 

or all of the services that have been provided then please write in confidence to 

the Company Secretary. GHA pledges that any complaints will be thoroughly 

investigated and the findings communicated to the complainant at the earliest 

opportunity. If your complaint is about advice relating to Employment Law the 

Company has a professional indemnity policy renewed annually in October and 

the policy relating to complaints in this area is set out in the previous section of 

this document. 

Should any candidate who is being assessed as part of their training programme 

have reason to feel that their assessment procedure has been in any way unfair 

or biased then they have a right of appeal. Appeals made against assessments 

for GHA’s own Certificates will be referred to an independent Tutor for re-

assessment, as will those for external Lead Bodies. 

Candidates who wish to appeal should use the following procedure: 

1. Write to GHA with an explanation as to why they feel the assessment was 

unfair or biased. Please include any back up evidence or witness 

statements if these are available. 



2. GHA will acknowledge receipt of your complaint and will investigate the 

matter and will, as a matter of course, refer the assessment to an 

independent external Tutor. 

3. GHA will receive the report from the external Tutor and will relay its 

findings, in confidence, to the candidate. 

4. If the candidate is still not content with the result, in the case of an 

external Lead Body then they should appeal directly to that Lead Body. 

GHA will abide by the findings of the external body. 

5. Reports from the external Tutor about GHA assessments will be final. 

6. GHA will bear the cost of the initial appeals procedure provided that the 

appeal is proved to be genuine. Any candidate making a frivolous or 

malicious appeal will be liable to a charge for the costs of external 

assessment and time. 

7. Appeals to Lead Bodies will be made at the expense of the candidate. 

GHA will undertake that the findings of all appeals that do not involve Lead 

Bodies will be communicated to the candidate within one calendar month. 

Complaints relating to IT and Health and Safety Consultancy services will be 

dealt with in accordance with the policy set out for complaints relating to 

Employment Law Advice and Consultancy. 
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