
TEMPORARY WORKER COMPLAINTS AND APPEALS PROCEDURE

For: Temporary Workers supplied by Sky Recruitment Solutions Ltd
Applies to: All temporary workers engaged and supplied by Sky Recruitment 
Solutions Ltd
Procedure owner: Senior Management/Head Office
Final escalation: David Torrington, Managing Director

PURPOSE

This procedure explains how temporary workers engaged and supplied by Sky 
Recruitment Solutions Ltd (“the Agency”) can raise a complaint, how complaints will 
be handled and how a worker can appeal if they are dissatisfied with the outcome.

Complaints may include concerns about an assignment, treatment by Agency staff or 
at a client workplace, pay or timesheets, working conditions, communication, 
discrimination or harassment, or health, safety and welfare.

HOW TO RAISE A COMPLAINT

Where possible, temporary workers should initially raise their concern with their 
Recruitment Consultant / Business Manager.

Complaints may be made verbally or in writing and should include sufficient 
information to understand and investigate the concern, including the 
assignment/client concerned, details of the complaint and any relevant evidence.

Workers should raise concerns as soon as reasonably practicable.

STAGE 1 – RECRUITMENT CONSULTANT / BUSINESS MANAGER

The Recruitment Consultant / Business Manager will acknowledge and review the 
complaint and provide an initial response within 2 working days of receipt. 

Where further investigation is required, the worker will be informed and given an 
expected timescale for a full response.

STAGE 2 – HEAD OFFICE ESCALATION

If the worker is dissatisfied with the Stage 1 response, they may escalate their 
complaint to Hannah Blount in Head Office, explaining why they remain dissatisfied 
and providing any additional information they wish to be considered.

Head Office will review the complaint and provide a written outcome, normally 
within 5 working days, subject to the complexity of the matter.



STAGE 3 – FINAL APPEAL

If the worker remains dissatisfied, they may submit a written final appeal to David 
Torrington, Managing Director, setting out the grounds for their appeal.

The appeal will normally be responded to within 10 working days. Where additional 
time is required, the worker will be informed. The Managing Director's decision will 
be the final stage of the Agency's internal complaints procedure.

ALTERNATIVE ROUTE

Complaints may be made by email, telephone, written correspondence or another 
agreed method. A worker who is unable or does not wish to raise a complaint with 
their Recruitment Consultant / Business Manager may contact Head Office directly.

Where the complaint concerns the Recruitment Consultant / Business Manager, the 
worker may proceed directly to Hannah Blount in Head Office. Where the complaint 
concerns Head Office or Hannah Blount, it may be raised directly with David 
Torrington, Managing Director.

Where a worker has difficulty putting their complaint in writing, the Agency will 
provide reasonable assistance and may record a verbal complaint on their behalf.

CONFIDENTIALITY AND FAIR TREATMENT

Complaints will be handled sensitively and information shared only where 
reasonably necessary to investigate and respond to the matter. Temporary workers 
will not be subjected to unfair or detrimental treatment for raising a genuine 
complaint or participating in an investigation.

Serious matters, including allegations of discrimination, harassment, safeguarding 
concerns or health and safety risks, may be escalated or acted upon immediately 
rather than following the normal stages of this procedure.

RECORDS

The Agency will maintain appropriate records of complaints, investigations, outcomes 
and appeals in accordance with applicable data-protection and confidentiality 
requirements. 
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