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1.  Policy Context/ Statement  

 

1.1 For information: 
The Futures Group – which we’ll refer to as ‘Futures’ in this policy – is made up of a number 

of related brands and businesses: Futures for You, Futures for Business and Futures 

Employment Solutions. 

To keep things simple throughout this document, ‘we’ and ‘us’ means the Group and its 

brands. 

 
1.2 Futures is committed to providing a high quality service for all our customers including 
young people, adults, employers, apprentices, schools, colleges, funders and partner 
agencies.  These standards are set out in our Customer Commitment which were developed 
in consultation with staff and customers. Enabling all our customers to feedback on the 
service they have received, and listening and responding to this feedback is a crucial part of 
our Quality and Continuous Improvement Policy.  
 
1.3.As part of our Equality and Diversity Plan, we: 
a) Analyse survey data to ensure we are obtaining feedback from different groups in terms 

of their  awareness of the service, access to the service, usage of the service and their 
satisfaction of the service 

b) Ensure views of protected groups are sought and reflected in the analysis of any 
customer feedback activity (for all contracts).   

c) Use findings to make adjustments to the services for these groups where appropriate. 

 
2. Overall Aim and Objectives 

 

2.1 Overall aim: We aim to ensure that all: 
a) Customers are aware of how they can make a complaint, and that the process is clear 

and transparent.  
b) Complaints are dealt with promptly, politely, fairly and consistently, appropriately and 

confidentially.  
 
2.2 Objectives: 
a) The ‘Have Your Say’ poster will be clearly displayed in all delivery locations. 
b) All staff and subcontractors will understand their role and responsibilities with regards to 

complaints and act accordingly. 
 

3. Definitions  

 

A complaint occurs when a customer, apprentice, employer, funder or partner agency’s 
experience of a Futures service falls below their expectations.  A complaint is an expression 
of dissatisfaction, however made, about the standard of service, actions or lack of action by 
a Futures service or its staff affecting a customer, funder or partner.  It should be noted that 
expectations are very subjective and depend upon many factors.   
 
Some examples of complaints would be where a customer, funder or partner considers that 
there has been: 

a) Failure to provide a service at the right time or to the standard expected of a Futures 
service. 

b) Dissatisfaction due to the customer being refused a service by Futures for various 
reasons under the National Careers Service contract. This could occur whether or 
not the customer is resident in the geographical area of delivery.  
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c) Dissatisfaction due to a customer, learner or employer being refused a service by 
Futures Training.  

d) Dissatisfaction in answering a query or responding to a request for a service (with the 
exception of assessment appeals which would be covered under the Futures 
Training ‘Appeals and Malpractice Procedure’) 

e) Dissatisfaction with the service provided by a particular member of staff e.g. 
discourteous or dishonest behaviour. 

f) Failure to follow the agreed policy, procedures and processes of a Futures service. 
g) Harassment, bias or any form of unfair discrimination, whether racial, gender, 

religious or sexual orientation. 
h) A perceived breach of data sharing or confidentiality. 
 

 
4. Procedures  
 

Complaints Process 

If you wish to make a complaint, you are able to do so by talking to our staff who will try and 
resolve this at the point of contact.  You can also contact us on 08000 85 85 20 or by 
sending us a message via the ‘Get in touch’ page on www.the-futures-group.com. 

If you do submit a complaint, please be aware that the following timescales are in place: 

 Your complaint will be acknowledged within 3 working days 

 You will receive a full response from us within 7 working days 

 If you are not satisfied with the response, your complaint will be referred to a Senior 
Manager, who will get back to you within 7 further working days. 

 

5. Policy Monitoring and Evaluation 

The policy and procedures will be reviewed by the Policy lead every two years to ensure 
they remain in line with contract requirements and GDPR legislation. 


