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Complaints Policy - Apprenticeships  

 

Complaints Policy - 
Apprenticeships 

 

Revision Date:  1.2.19 

Review Date:    31.1.20 

 

Upkeep Training has embraced the Chartered Institute of Housing and Housemark Charter as 
a framework of core commitments for the way in which complaints are handled through to 
resolution. 

This version of the Upkeep Training Complaints Policy has been revised to accommodate 
complaints and appeals around our delivery of apprenticeships. 

We view complaints, compliments and feedback as an opportunity to learn and improve for 
the future. In the case of a complaint, it is a chance to put things right for the apprentice, their 
employer or a member of our apprenticeships delivery team member who has made the 
complaint.  

Definition: 

A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of 
the work undertaken within our apprenticeship training delivery services. This complaints 
procedure has two aspects;  

1. Complaints about our services surrounding apprenticeship training delivery 
2. Complaints about assessment which we call Appeals and appertain to complaints or 

queries about an assessment decision or the conduct of the formative assessment 
undertaken during the delivered part of an apprenticeship. 

Complaints about end point assessment should be directed to the relevant End Point 
Assessment Organisation. 

A complaint can be received verbally, by phone, by email or in writing. 
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Principles 
 
1.  Our positive and flexible approach to complaints is embedded throughout our 
Organisation 
 

• Our approach to complaints handling is reflected by our values, aims and objectives 
• We adopt the principle that all expressions of dissatisfaction should be taken seriously 

and acted on appropriately 
• We have a positive approach to complaints and they are welcomed as part of our 

wider approach to collecting customer feedback 
• We are committed to dealing with complaints in a fair, impartial and timely manner 
• We are committed to using complaints to review and improve the services we provide 

and to shape our business 
• We recognise the importance of complaints and allocate the appropriate level of 

resources to ensure we can deal with and resolve them effectively and in a timely 
fashion. 

 
2.  Our complaints service is open and accessible to all 

 
• Apprentices, their employers or our apprenticeship training delivery team wishing to 

make a complaint can do so freely in an easy and simple way, using a range of different 
methods 

• We ensure that information about our complaints service, and relevant support or 
advocacy services, is promoted, easy to understand and can be accessed by all 

• We use information about our apprentices and their employers to help us shape and 
develop a fair and accessible complaints service 

• All our employees and associate apprentice trainers will take ownership of a complaint 
and either seek to resolve it or pass it on to a relevant person 

• We seek to create a culture where apprentices and their employers are confident that 
we will help them and genuinely wish to resolve their complaint 

• Our complaints policy, procedure and process is published on our website and made 
available to apprentices and employers when they sign the apprentice commitment 
statement. 

 

3. We deliver a quality complaints service 
 
• We have clear processes and service standards in place so that apprentices and their 

employers know what to expect from our service 
• We regularly review these with customers to ensure that they continue to meet their 

needs 
• We keep the number of stages in our complaints process to a minimum and focus on 

resolving complaints at the first stage wherever possible 
• We focus on effectively resolving complaints within our published timescales 
• Apprentices and their employers are kept fully informed about who is handling their 

complaint, how to contact them and what will happen next and by when 
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• Apprentices and their employers receive a decision that is objective, evidence-based 
and addresses all the issues that have been raised 

• We keep clear and accurate records as a matter of course and can account for the 
decisions that we have made 

• Apprentices and their employers are informed of how they might escalate their 
complaint once our internal procedure is exhausted, if they feel the problem is still 
not resolved. 

 
4. We work with our apprentices and their employers to shape and improve our 

complaints service 
 
• Apprentices, their employers and our apprenticeship training delivery team are 

involved in the review and continuous improvement of the complaints process to 
ensure that it is fit-for-purpose, objective and outcome focused 

• We provide appropriate training to our apprenticeship training delivery team who are 
involved in the monitoring, review and resolution of complaints. 

 
5. We monitor our performance and learn from feedback to continually improve our 

services 
 
• We use performance measures that are focused on monitoring the effectiveness of 

our complaints handling to improve the service 
• We ask apprentices and their employers and apprenticeship training delivery team if 

they are satisfied with our complaints handling and we use this feedback to learn and 
to improve the service 

• We regularly compare our complaints service with other organisations to improve the 
quality and value for money of our service 

• We consistently analyse the trends arising from complaints and use this information 
to inform our approach to customer service and staff training, to drive improvement 
and to target resources 

• We seek to learn from all expressions of dissatisfaction, including those that are 
resolved at the first point of contact, and to use them to inform our improvement 
plans 

• We regularly publish details of how we have improved our services as a result of 
learning from complaints. 

 

Appeals 

Definition 

An appeal is when an apprentice considers that an assessment decision is incorrect. Please 
note that the assessment in scope of this process is formative assessment, not the 
independent end point assessment that takes place after Gateway. 
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Principles 

• Upkeep Training is committed to ensuring apprentices have access to fair and 
reliable formative assessment 

• Those handling an appeal should refer to relevant quality assurance, assessment 
information, Standard and/or course documentation. (This may be provided by the 
trailblazer employer group, qualification awarding organisation or other stakeholders 
such as the Institute for Apprenticeships or Education and Skills Funding Agency) 

• We aim to enable the apprentice to re-present their assessment evidence and to give 
apprentices the best opportunity for successful completion of the delivered part of 
their apprenticeship programme  

• In the case of a dispute over a result linked to a progress milestone or readiness/sign 
off at gateway we aim to offer the apprentice the opportunity to retake as soon as 
possible to ensure that the duration of the delivered element of their apprenticeship 
allows for timely completion in line with the recommended duration of the 
apprenticeship as iterated in the relevant Standard. 
 
 

Procedure for complaints and appeals 

Upon receipt of a complaint or appeal the associate apprentice trainer will assess the 
complaint or appeal and advise the apprentice and/or their employer whether they should 
follow the complaints procedure or the appeals procedure. 

Complaints Procedure 

We require complaints to be written, dated and referenced with name and address of 
complainant. Complaints should outline specific reason and detail to enable a meaningful 
investigation to take place. The complaint should be addressed to Sarah Bentley, Managing 
Director at: Jubilee House, 32 Duncan Close, Moulton Park, Northampton, United Kingdom, 
NN3 6WL 

Receipt of the complaint will be acknowledged, in writing or by email, within 5 working days. 
Following investigation, a written response will be sent to the complainant within 20 working 
days of the written complaint being received. 

 

Appeals Procedure 

The appeal must follow the three stages outlined below:  

1. Apprentice appeals to their associate apprentice trainer 

The apprentice must provide a statement regarding the appeal. The associate 
apprentice trainer will review the original evidence and referring to the relevant 
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quality assurance and assessment information within the Standard re-consider the 
assessment decision. 

They must communicate the result to the Apprentice within two weeks of the 
appeal. 

Where the decision is that the candidate has not provided sufficient evidence to 
demonstrate that the ‘grounds for appeal’ have been met, the apprentice may either 
provide further information and request that the decision be reviewed in the light of 
that information provided; or else appeal against that decision. 

If the Apprentice remains dissatisfied with the assessment decision they may, within 
two weeks, go to stage 2 of the appeals process. 

2. Apprentice appeals to the Apprenticeships Director 

The Apprentice and associate apprentice trainer must both provide a statement 
regarding the grounds on which the appeal is based. The Director will review the 
original evidence and referring to the relevant Standard and Upkeeps’ quality 
assurance and assessment information and re-consider the assessment decision. 

They must communicate the result to the Apprentice within two weeks of stage 2 of 
the appeal. 

Where it is determined that there are sufficient grounds to allow an appeal, if 
necessary, arrangements will be made for the Apprentice to be re-assessed. This 
may or may not be undertaken by a different associate apprentice trainer depending 
on the circumstances of the appeal. 

If the Apprentice remains dissatisfied with the assessment decision they may 
request, within two weeks, to go to stage 3 of the appeals process. 

3. Apprentice appeals to an independent panel 

Upkeep Training Ltd. will convene a panel within four weeks of the Apprentices’ 
request. The panel will comprise a minimum of two people; the Apprenticeships 
Director and one independent person who has a sound working knowledge of the 
Standard. This person will have had no part in the assessment or delivery of the 
training provided to the Apprentice. 

The decision of the panel shall be final and its decision recorded in the Apprentice’s 
record for a period of three years.  

 

Information on complaints and appeals will be made available to the inspectorate bodies 
upon request. 


