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Procedure

What is a Complaint?
A complaint is an expression of dissatisfaction or concern by staff, apprentice (learner), or any
other person or company, about the conduct, standard of service, actions or lack of action.
The difference between a concern and a complaint
A ‘concern’ may be treated as ‘an expression of worry or doubt over an issue considered to be
important for which reassurances are sought’.
A complaint may be generally recognised as ‘an expression or statement of dissatisfaction
however made, about actions taken or a lack of action’.
It’s in everyone’s interest that complaints are resolved at the earliest possible stage. Many issues
can be resolved informally, without the need to follow formal procedures. Skills Group take
informal concerns seriously and make every effort to resolve the matter as quickly as possible.
However, there will be occasions when complainants want to raise their concerns formally. In
those cases, Skills Group complaints procedure should be followed.
How to Raise a Complaint/Timescales to Resolve a Complaint?
1

Stage One – Informal
Any person with a complaint or concern is invited to discuss the matter first with an
appropriate member of staff.
In the case of apprentices (learners) this could be their Coordinator, Trainer or Assessor, or
one of our Learner Support Team or Safeguarding Officer. They will respond with advice
and guidance as how to proceed from this point to resolve the issue raised.
Should the complaint involve an allegation which engages the company’s statutory
safeguarding obligations under the Children's Act 1989 then there should be a notification
to the designated Safeguarding Lead or nominated Safeguarding Deputy (not Safeguarding
Officer).
In the case of staff, this should always be their Line Manager. If the complaint is about their
Line Manager then a member of the Senior Management Team should be approached.
Skills Group encourages members of the public, parents/carers, employers and partner
agencies to try and resolve their dissatisfaction through open and informal procedures in
the first instance with Coordinators, Advisors or Managers.
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Stage Two – Formal
If the person is not satisfied with the outcome or does not wish to discuss the matter first
with an appropriate member of staff, they should contact the Operations Manager, Sarah
Walker via one of the below methods;
 Telephone: 01752 332 442
 Email: swalker@skillsgroupuk.com
 Letter: Sarah Walker, Operations Manager, Horizon Building, Western Wood Way,
Langage, Plympton, Plymouth PL7 5BG

2.1

Receipt of the complaint will be acknowledged in writing within 2 working days from
when the formal complaint is received.

2.2

A Complaint Incident Report will be completed and discussed with the relevant manager
responsible for the area within which the complaint has arisen and a full investigation will be
carried out. This may include further discussions, clarifications or meetings with the
complainant.

2.3

We shall reply within a maximum of 15 working days with a full response outlining the
outcomes of the investigation. If it is not possible to give a full reply within this time – for
instance, because a detailed enquiry is still taking place, or sickness etc. – we will issue an
interim response, explaining what is being done to deal with the complaint, when a full reply
can be expected and from whom.

2.4

Where a complaint is not upheld reasons will be given as to why.

If the complaint involves an allegation which engages the companies’ statutory safeguarding
obligations under the Children's Act 1989 then there should be a notification to the Designated
Safeguarding Lead or nominated Deputy (not Safeguarding Officer).
2.5

Complaints Investigating Procedures
In particular cases we may think it beneficial to arrange a meeting in order to try to manage
and resolve complaints and concerns in a quicker manner for all parties involved.
If the complaint is about a member of staff and has the potential to lead to implementation of
the Staff Disciplinary, then the Operations Manager may carry out the investigation with or
supporting the Line Manager.
If the complaint is regarding a Safeguarding issue then the matter will be referred by the
Operations Manager to the Safeguarding Lead.

2.6

In general, the subject of a complaint has the right to know what is being claimed and who is
making the complaint. There are on occasion’s exceptions to this rule e.g. where there are
valid concerns as to personal safety.
Where a complaint is made in writing, a copy will normally be supplied to the person who is
the subject of the complaint.
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2.7

All staff are under an obligation not to allow a complaint by an apprentice (learner) to have
any impact on the way that apprentice (learner) is treated, marked or assessed.

3

Stage Three – Appeals

3.1

If the complainant is not satisfied with the outcome noted in the response letter they are
entitled to appeal the decision in writing to an appointed person who has no involvement
in the complaint or investigation within 10 working days from the date the outcome letter
was received.
The appointed person will be identified within the Appeals guidance sent with the outcome
letter. This appointed person should be a senior staff member and have had no substantial
involvement in the dealing of the complaint.
Closure will not be reversed if we do not hear any response after this time.

3.2

If the complaint relates to one of the people outlined in this process it will be dealt with by
another person of equal or greater status.
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Further Policy Links
This Policy links with the Staff and Learner Code of Conduct, Staff and Learner Discipline,
Health and Safety and Safeguarding Policies and Procedures
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Document Control
This policy will be reviewed annually or earlier if deemed necessary
Date Last Reviewed: July 2021
Date to be Reviewed: Jan 2022
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Signed

Sharon Chaffe
Managing Director
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