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PROCEDURE FOR COMPLAINTS ABOUT THE FRC 

Scope of Complaints Procedure 

Complaints to which this procedure applies must be 

• directed against the FRC and/or one or more of its Operating Bodies 
rather than any other organisation or firm; and 

• about the way we have exercised or failed to exercise our functions. 

This procedure does not apply to complaints about our relationship with 
employees or about contractual or commercial disputes involving us. We 
might not investigate complaints that could or would more appropriately be 
dealt with in another way e.g. at a Tribunal or through the courts. We might 
defer investigating a complaint if it arises from any form of continuing action 
(such as an investigation by the AADB or monitoring by the AIU which is still 
in progress). In such cases, we will normally wait until the relevant 
procedures have been concluded.  

Who do I complain to? 

There are a variety of ways in which you can complain. You can:  
 
• contact the member of staff with whom you have already had contact. 

This can be done informally and, depending on the nature of your complaint, 
that person may be in a position to resolve your complaint quickly. If the 
matter cannot be resolved in this informal way or if you would prefer to make 
a formal complaint or would prefer not to deal with the member of staff with 
whom you have already had contact you can:  

• write to the Chief Executive; or 

• e-mail us at enquiries@frc.org.uk 

Your letter or email should set out the basis for your complaint, providing as 
much information as possible. 

Is there a time limit for complaining?  

No. We will do all we can to look into your complaint regardless of when the 
complaint is made.  

However, delays in making a complaint may affect our ability to investigate 
the complaint e.g. where documents have been destroyed in accordance with 
records management policies or where relevant staff members have left our 
employment. 
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What happens to my complaint?  

Once you have made a formal complaint, we aim to send you an 
acknowledgement within 5 working days. That acknowledgement will 
confirm who will be responsible for investigating your complaint and 
responding to you.  He or she will be appointed by the Chief Executive and 
will be a senior member of staff who has not previously been involved in the 
matter about which you are complaining. 

We will give serious consideration to the issues you raise. Where we identify 
mistakes on the part of the FRC we will acknowledge those mistakes and 
explain what we intend to do about those mistakes. In certain circumstances 
an appropriate remedy may be proposed.  

We expect to respond to complaints within 20 working days of receiving the 
complaint. The time taken to respond will vary depending on the urgency 
and complexity of the complaint.  If we are unable to respond within 20 
working days because, for example, the matters you raise require more 
detailed work, we will let you know. 

What if I still disagree? 

Once the Chief Executive or one his appointees has considered your 
complaint and sent you a response, their decision is final and the complaint 
will be deemed closed. We will acknowledge any further correspondence 
from you but, unless it raises new issues that we consider significant, we will 
not send further replies. 
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