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External Complaint Handling Policy 
About This Policy 

Policy Purpose 
The overarching purpose of this document is to outline the External Complaint Handling Procedure 
of Cast Group Services Ltd, which also applies to Cast Fit Out Ltd, Cast Furniture Ltd, Cast Contracts 
Ltd and Cast Labs Ltd, identified collectively throughout this document as ‘The Group’ or ‘Cast’. 
 

Policy Remit 
The following business functions are covered by this Policy: 

• All business functions 
The following sites are covered by this Policy: 

• All sites 
 

Policy Owner 
The Group Managing Director is this Policy Owner and responsible for ensuring that it is maintained, 
exercised and updated in accordance with internal requirements for business continuity. 
 

Policy Distribution 
This policy is distributed as follows: 

Name Role 

All Suppliers & Sub-Contractors All roles 

All Clients All roles 

Public  

 

Policy Issue & Review Date 
This policy was issued July 2025 and is due for formal review July 2026. 
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The Policy 
Overview 
The Group is committed to improving our service by listening and responding to the views of our 
clients and stakeholders, responding and reacting positively to complaints, and where required, 
taking action to rectify any ongoing issues. The external formal complaints procedure outlined in this 
policy is intended to ensure that all complaints are handled fairly, consistently and wherever possible 
resolved to the complainant's satisfaction.  

This document should be used by anyone who wishes to make a complaint regarding the Group’s 
services. If your grievance involves any of the following, please consult the relevant policy for 
detailed instructions on how to submit  your report. 

 

Grievance Policy 

Reports of wrongdoing relating to Cast Group’s 
Activities that you believe is in the public interest Cast Whistleblowing Policy 

Internal complaints Cast Internal Grievance Policy 

 

We will record and monitor all serious complaints and their outcomes. This information will be 
regularly presented to senior managers to ensure continuous improvement in our practices and 
procedures.  

 
Responsibilities  
Within the Group, all formal external complaints will be will be handled by a member of the board of 
directors. The director in question will take responsibility for: 

• Acknowledging the formal complaint in writing 

• Responding within a period of 14 days 

• Health & Safety complaints are handled under the Health & Safety Policy Statement 

• Dealing reasonably and sensitively with the complaint 

• Taking action where appropriate 

• Inform the complainant of the results of any investigation through the same communication 
channel used to file the complaint. 

 

A complainant's responsibility is to: 

• Bring their complaint, in writing, to the Group’s attention within a reasonable timeframe of 
the issue arising 

• Raise concerns promptly and directly with the board of directors 

• Explain the problem as clearly and as fully as possible, including any action taken to date 

• Allow the Group a reasonable time to deal with the matter 

• Recognise that some circumstances may be beyond the Group’s control 
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Confidentiality  
Except in exceptional circumstances, every attempt will be made to ensure that both the complainant 
and the Group maintain confidentiality. However the circumstances giving rise to the complaint may 
be such that it may not be possible to maintain confidentiality (with each complaint judged on its own 
facts). Should this be the case, the situation will be explained to the complainant. 
 
Complaints Procedure 
Written records must be made by the Group at each stage of the procedure. 

Stage 1 
In the first instance, the Group must establish the seriousness of the complaint. It is hoped that most 
complaints can be resolved using an informal approach. Where concerns cannot be satisfactorily 
resolved informally, then the formal complaints procedure should be followed. 

Stage 2 
If the complaint cannot be resolved informally, the client or stakeholder should be advised that a 
formal complaint may be made and the following procedure should be explained to them. It may 
preferable for a member of the Management Team, to make this explanation. 

• A formal complaint should be made in writing to the board of directors within 3 months after 
the incident. This complaint must contain a detailed account of the situation and all involved.   

• In all cases, the complaint must be passed on to the board of directors. 

• A member of the board must acknowledge the complaint in writing within 14 days of receiving 
it 

• The board member will investigate the complaint. Any conclusions reached should be agreed 
on by all employees of the Group involved in the complaint and any required actions should 
be clearly communicated and documented once actioned. 

• The complainant will receive a response based on the investigation within four weeks of the 
complaint being received. If this is not possible then a letter must be sent explaining why 

 

Stage 3 
If the complainant is not satisfied with the above decision then the Group Managing Director will 
conduct an in depth investigation into the complaint. The complaint will not be closed until both 
parties are satisfied. Once a complaint has been closed it will not be open to appeal.  
 
Furniture & Product Related Complaints  
In the event a complaint should arise in relation to furniture products we are well equipped to be able 
to respond quickly and provide multiple touch points through a defined chain to ensure the complaint 
is resolved expediently. 

• Upon a complaint arising; the initial complaint is directed to helpdesk@castfurniture.uk which 
is monitored 8am to 6pm Monday-Friday. Alternatively, phone calls can be made direct to 
0203 883 4787 

• A complaint must include details of the issue, photographic evidence of issue and a photo of 
the manufacturer label on the item 
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• The helpdesk coordinator will collates a report and disseminate this information to a key 
account manager who is responsible for responding according to their KPIs. Response times 
are as follows: 

o 2 working days  
o 1 working day for any health and safety related furniture issues 
o The account manager will triage the issue and then respond within a further 3 working 

days with a plan of rectification which could be removal and repair or outright 
replacement depending on the age, warranty or root cause of the issue. 

 

The key account manager works in a team of three, always with a furniture coordinator and a project 
manager. In the event of key account manager not being present at work (for annual leave etc.) their 
furniture coordinator and/or Project Manager acts as a deputy to ensure all the same response times 
are met. 

Complaints are not closed until the raiser of the complaint confirms back to a helpdesk email that 
they are satisfied the issue is resolved.   

 

Policy Approval & Review 
This External Complaint Handling Policy has been approved by Zoe Moss, Group Managing 
Director. 
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Version History 

Revision Date Revision Reason 

1.0 02/07//2025 First issue 
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