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The Forton Group Complaint Policy 

At the Forton Group, we do everything we can to make sure our customers get the best 

possible service.  We do recognise, however, that we don’t always get it right. When that 

happens we always encourage you to tell us, so that we can put matters right. We want to:  

• make it easy for you to raise issues 

• listen carefully to any complaints 

• consider how you’d like us to resolve the situation 

• make sure you’re satisfied with how you were treated and your complaint was 

handled. 

If you have any complaint about The Forton Group’s service. We will tell you how quickly we 

will deal with your complaint and who to contact if you are not satisfied with our response. 

Complaint Process 

How and where to complain 

If you're not satisfied with any aspect of our service or products, you can tell any Forton 

Group member of staff by your usual method of contact, or in writing to our CEO, Bob 

Hughes at bob.hughes@thefortongroup.com. 

In the majority of cases we will be able to resolve your complaint within 5 working days. 

If we are unable to resolve it within 5 working days we will contact you (normally by email) to: 

• explain why we have not managed to resolve your complaint  

• tell you who is dealing with your complaint  

• tell you how long we expect to take to resolve it. 

We are committed to resolving your complaint fairly and quickly. In most cases this can be 

done if you contact us as soon as possible. We will try to resolve your complaint by listening to 

your concerns and agreeing a solution with you. 

Initial point of contact and response 

Complaints should be sent to: info@thefortongroup.com and marked ‘complaint’ 

You will receive an official acknowledgement of the complaint within 24 hours. 

The complaint will be handled by at least two Directors. 

Further steps in the complaint process will be explained in the official acknowledgement. 

Arbitration 

If we are unable to resolve your complaint, The Forton Group is a member of the 

International Coach Federation (ICF).  Please contact ICF HEADQUARTERS at E-mail: 

ICFheadquarters@coachfederation.org; Web site: www.coachfederation.org  
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