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QUALITY ASSURANCE 

 

TCU states that all Workwear & PPE supplied, either meet or exceed all requirements 

specified by our customers. Comfort, robustness, durability, longevity, breathability and 

water resistance. All products have undergone rigorous testing from the supplier in order to 

create an accurate clarification of their specification and lifespan. In the event of a faulty 

product or a complaint is made because of lack of quality, the supplier is informed 

immediately and the product is exchanged. If the complaint is due to the product not 

meeting the specification standards, the product is then looked at again to reach more 

clarity on the brief. This has been carried out over many months and years of previous 

supply to major customers in various industries. Comfort is of great importance to the 

wearer, hence we have selected what we feel is easy and comfortable to wear over long 

periods of time ergonomically, without sacrificing quality standards and maintaining value. 

Robustness and durability will meet the high standards expected. In the past, in the event of 

establishing a new supplier, products have been returned due to either a lack of satisfaction 

by the quality control measures or the wearer. We have also taken advice and 

recommendations from our major manufacturers and suppliers when questioned on best 

value, durability and life expectancy of any PPE. The reason for this is all their certification is 

obtained through leading independent research and testing organisation such as SATRA. 

They may also be marked with the BSI Kitemark which is a leading testing body in the UK 

and may also be marked with the CE certification which indicated details of specification 

regulated within the European Economic Area (EEA). 

 

Longevity of our products is proven throughout our existing customers, of many years. I.e. 

customers may sample multiple products initially however, once they’re happy they will 

consistently purchase the same items over long periods of time, their reasons for change 

may be to upgrade specification or try something new. Of course, sometimes products don’t 

show their flaws until the wearer has had them for a considerable time, we accept this as a 

fact of life and we then inform the supplier of our discontent and in good faith proceeding 

to rectifying the situation with the customer by advising on alternatives. The benefits of this 

is that our twenty years’ experience allows us to direct the customer in the most efficient 

and helpful direction. We believe it would be a false economy to save a few pennies from a 
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budget, when for a little more, a customers’ expectations could be exceeded and still make 

a saving.  

 

Our PPE products have been supplied to many industrial industries such as engineering, 

horticulture, fabrication and car manufacturing industries to name but a few. Some of the 

garments we have supplied are still being worn after many years. However, we would 

expect all wearers to take care of garments by following manufacturers recommendations 

and instructions which are supplied in the original packaging for example, washing garments 

Inside out on a cool wash will maximise the lifespan of the wearers’ branding on their 

garments.  

 

Breathability and water resistance should meet all claims made via certification where 

required. Water resistant garments should not be embroidered, this is due to the 

embroidery process puncturing the garments, rendering them not 100% waterproof. 

However, we would always advise customers of any issues regarding the personalisation 

process and to always ask our customer service as we have a large amount of knowledge 

and are always happy to help. 

 

When technical knowledge is requested for PPE by customers, our first question is ‘What 

industry and what task?’ This enables us to advise on any safety specifications that may be 

required and durability. For example, what level of cut resistance would be required for 

gloves in the Auto industry, or what footwear by an Electrician? Most health and safety 

supervisors would already know of minimum safety requirements, however, we are happy 

to advise after being in the PPE supply industry for over twenty years. We have dedicated 

staff to offer technical knowledge to advise when required and are up to speed on current 

EN, ISO and CE certifications. All PPE on our website carries the relevant safety certificates 

and EN numbers. 

Our suppliers and manufacturers are sourced via their industry track record and 

certification. They also need to have the required ethical policies in place. All PPE supplied 

by our major suppliers will carry the relevant safety certification on every product and can 

be downloaded via their website. They ensure quality by up to date EN certification and 
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manufacturing. One of the most recent being EN2016. They have all been trading for fifteen 

years plus as a minimum. 

 

 

WARRANTY / GUARANTEE & RETURNS 

1. You may return any unwanted item supplied plain and un-personalised within 28 days of 

delivery providing it is in the original packaging and suitable for resale. A restocking fee of 

15% will be charged. You, the customer will be liable for return carriage costs.  

2. We will pay the return carriage costs for exchanges or refunds where the return is our error 

or the material is deemed to be faulty up to 28 days after delivery. Returns can take up to 

15 working days to be processed. 

3. Unless incorrectly supplied or deemed to be faulty we cannot accept the return of: 

o Goods that have been embroidered, badged or printed. 

o Goods that have been assembled in line with your requirements. 

o Goods that have been specially procured in line with your requirements and do not form 

part of our standard range*. 

4. Our promise is to uplift unwanted goods from your premises within 5 days of the request 

being made. 

5. This does not affect your statutory rights. 

6. In the event of goods arriving with production or manufacturing errors TCU Group reserves 

the right to correct these prior to offering a refund, at the sole discretion of TCU Group. 

* Our standard range is any item available on our website and does not include special 

colours or sizes. 
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CUSTOMER SERVICE 

 
TCU Group is a family company that prides itself on good honest customer service. With 

over twenty years’ experience in the field, we have vast insights into the way we carry out 

our work and should any problems arise the best practises to rectify them. As an example of 

how we would be able to carry out a large order, we would ensure the order is fulfilled on-

time by applying our daily method of practise. To keep production running smoothly, we 

follow an easy and efficient routine. The order is placed by the client, a production sheet is 

made with all necessary information for the order, the products we have in stock are picked 

and the remainder is ordered from our suppliers. When the goods arrive, the delivery is 

then checked in, branded (in-house) if necessary, and re-checked before packaging. Our 

policy dictates that all orders must be checked at the beginning and at the end of the 

production process, to ensure excellent quality control. Once the order is complete, it's 

packaged ready for collection or shipping. All of our garment branding such as embroidery, 

vinyl transfer printing and screen printing are done in house, which reduces our time 

needed to complete orders efficiently. 

 

When complaints arise, our procedure is to first reassure the customer that we will do 

everything in our power to help and then we will proceed to evaluate the problem. A faulty 

garment will be replaced instantly. However, if a customer is unhappy with the quality of 

the product or service we have provided we must then proceed to find out the problem so 

we can fix it for the customer and also learn which issues, if any, to address to the next 

customer wishing to use the particular garment or service in question. For example, when a 

customer asks for branding on a fleece we recommend embroidery over print. This is 

because the fibres of the fleece make the print less permanent. We do have clients that still 

use print on fleeces however, we have done our duty in making them aware of the potential 

problems and reminding them to extra care when washing their garments to prolong the 

lifespan of their garments. We may offer a solution outside of our ‘Terms and Conditions’ 

should the need arise, as customer satisfaction is paramount. 

 

Our ordering system is almost completely done via email. When an order is taken over the 

phone it is then confirmed in email before execution, to avoid any misunderstandings. Some 
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clients use their own order sheets, some like to order directly inside the email body and 

some are transcribed to our order form. We are versatile in our ordering to accommodate 

different purchasing teams. We use a high level version of SAGE for our accounting. This 

enables us to generate reports easily. You may need to know how many Polo Shirts you 

have purchased in a given length of time. Or total spend on a certain product. These can be 

provided quite easily on request as we generate an individual customer pricelist for all 

products within SAGE. If collating all your employee order forms into garments and sizing 

onto a separate spreadsheet is proving time consuming and difficult, leave it to us. It’s what 

we do. Just send them directly to us, where we will sort into departments, sizing and 

quantities etc. You can also order spare stock on a regular excel spreadsheet if need be. All 

orders can be man-packed with uniform with the original employee order form showing for 

ease of distribution. All we need is the PDF order forms emailed through, with a full 

employee list on a separate spreadsheet to cross reference. This allows us to check if any 

employee forms have not been received via email. We are used to additional ordering by 

customers after receiving the main order, as sometimes a new employee may be employed. 

Or you may need help in sourcing additional items e.g. Health and Safety equipment or 

promotional items as an example. Even if it as an afterthought, TCU are always on hand to 

help should this be required. 

 

When commencing any contract, we first clarify any high priority items that may be needed 

regularly. We would stock any items that may be needed in an emergency and have our 

suppliers hold a certain amount in their warehouses on a holding order which is usually 

three months’ supply, to guarantee we can fulfil our orders. We understand it's not always 

possible to predict what may be needed in emergency, so we can have any plain items that 

we don't already have in stock, shipped directly to the customer. 

 

In our premises we stock items that are regularly used. For example, we stock hi-vis items 

for local and national companies so we can begin the order as soon as it's placed. We keep 

standard workwear items such as polo shirts and sweat shirts in stock. In circumstances 

where high demand for certain items lead to supply chain issues, being unable to fulfil an 

order is not a situation we like to accept. We have policies in place to combat these 

situations. If a product is regularly needed but regularly unavailable, we buy them when 
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possible and stock them for the next order. For example,  last year certain size of Nitrile 

gloves would rarely be in stock so we bought five times the amount to guarantee we could 

fulfil orders. If this option is not achievable, we consult the customers' purchasing team and 

an alternative is then looked at. We evaluate the item, taking note of its specification and 

intended purpose, then look for an alternative of equal or better spec. 

 

 

DELIVERY & LEAD TIMES 

For unbranded garments usual delivery time 5 – 7 working days and for branded garments 5 

– 10. However, these are only guidelines and we always endeavour to beat these targets. 

Especially where deadlines are involved, we always work with the customer to achieve their 

deadlines. 

 

BRANDING 

As a uniform company we specialise in branding of garments and we carry out all 

customisation in-house. The Yellow Hi-Vis Polo Shirt that supplied as a sample has been 

printed using a full colour VersaCAMM printer which enables us to use multiple colours with 

good quality. The ‘Ansa’ logo on the sample garment was a burgundy colour based on the 

document that provided details of the logo however, on the images of the sample garments 

the logo seemed more of a bright red. We are able to produce this if this is necessary. The 

other services we provide are single colour printing using vinyl which we mainly use for 

basic text and primary colours, like the Ansa logo if you wish to use the primary red rather 

than the burgundy in the brief. Additionally if you require more specific colour matching we 

are able to match colours using, CMYK or RGB codes or using Pantone colours charts. 

 

Other branding services include embroidery. This is a good process for garments that are 

more difficult to use print, for example baseball caps, beanies or fleeces. It is still possible to 

print on these however it is not always advisable. One reason why embroidery may not be 
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the best option may be when a garment must be waterproof, the holes that the embroidery 

create making the logo make the garment less water resistant. We also offer screen 

printing, this is great for a small amount of colours on one style of garment. For example, 

two hundred T-Shirts with a one colour logo left chest would take very little time and be 

hugely the most cost effective.  

 

SPECIAL SIZES 

Supplying Women’s sizes and special size PPE is not usually an issue. Our suppliers have 

multiple products all offering delivery time within the same service window as any other 

product. Our suppliers offer larger sizes however in order to give more information on the 

capacity in which a supplier could accommodate a customer would depended on the criteria 

that the customer requires. If the item is a larger size this is usually not a problem if it’s a 

generic item like a Hi-Vis waistcoat for example, which ranges from Small to 6XL. If there is a 

specific item that requires a special size we would need to know more information in order 

to fulfil any queries.  

 

Similarly our suppliers have full ranges to create specific, bespoke products from a brief, 

such as wide fitting trousers or thin soul footwear but we would need more information if 

there is a specific product that would need to be supplied. Times for this can be up to 

sixteen weeks as this depends on which garments and materials are required. One of our 

main suppliers Portwest has an in-house alterations and manufacturing department in the 

UK, which means is the garments and materials are instantly available the turnaround time 

can be brought down to four weeks or less.  
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ADDED VALUE 

Our organisation takes care of its customers by keeping our prices low maintaining a high 

standard if customer service. We evaluate our price annually (excluding this two year fixed 

price contract) so we can remain great value whilst retaining our customers’ faith that 

there’s no other place to go. TCU adds value to all of its work by going the extra mile by 

saving the customer time and money. Like previously stated, we regularly place our orders 

into individual employee packages to save the client time on their end. Even though extra 

work for us that we do not charge for, this is our profession that we perform daily so we’re 

fluent in the process and it helps maintain a loyal relationship between us and our 

customers.  

 

If the customer wishes, they may influence the design of their PPE. For whatever reason 

they may require a specialised version of their PPE, they would need to know the details of 

their order e.g. their quantities and product type. We would be more than happy to help the 

customer in their endeavours for specialised PPE. We also like to state that at the beginning 

of a major contract, if the client places a large bulk order, we will personally deliver this 

ourselves opposed to using a courier service, this ensures the initial order will be received 

correctly and promptly. 

 

 




