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1. PURPOSE 

The purpose of this policy is to ensure that all apprentices, employers, staff and members of the 

public can raise concerns or complaints and have them handled fairly, promptly and 

transparently. 

This policy aligns with: 

• The 2025–2026 ESFA funding rules and updated guidance (published March 2026)  

• Ofqual Complaints Procedure (updated April 2025)  

• Apprenticeship reforms introduced from 2025–2026, including the shift to Skills England 

and DWP responsibility for apprenticeship oversight  

2. AIMS 

Time2Train aims to: 

• Ensure all apprentices, employers and staff have access to this policy. 

• Ensure complaints are handled swiftly, consistently and sensitively. 
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• Resolve issues at the earliest possible stage. 

• Monitor complaint themes to improve quality. 

• Ensure all complaints inform continuous improvement. 

A complaint is defined as: 

“ANY EXPRESSION OF DISSATISFACTION, WHETHER SPOKEN OR WRITTEN, REQUIRING A 

RESPONSE.” (Aligned with Ofqual definition)  

3. ACCESSIBILITY 

To ensure fairness: 

• Complaints may be submitted verbally, by phone, email, online, letter, or via the 

complaints form. 

• Reasonable adjustments will be provided for apprentices with additional needs. 

• Support will be available during the process. 

(Aligned with ESFA and best-practice sector policies.)  

4. IMPLEMENTATION 

Time2Train will: 

• Introduce the complaints procedure during apprentice induction. 

• Display the Apprentice Charter prominently. 

• Record and analyse complaints quarterly. 

• Include complaint statistics in the Self-Assessment Report (SAR). 

• Attempt to resolve complaints at local level within 7 working days. 

• Escalate unresolved complaints to the Director using the complaints form. 

5. COMPLIMENTS 

We welcome positive feedback as part of our continuous improvement cycle. All compliments will 

be recorded and shared with staff. 

6. COMPLAINTS PROCEDURE 

STAGE 1 – EARLY RESOLUTION 

If you have a concern, speak to your Training Officer as soon as possible. 

Most issues can be resolved quickly without needing to make a formal complaint. 

If the complaint is about your Training Officer, you may contact Time2Train directly: 
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    Time2Train Ltd, Unit 51, Bizspace, Design Works, William Street, Felling, Gateshead 

   0191 543 8995 

        admin@time2train.org.uk 

STAGE 2 – FORMAL COMPLAINT 

To submit a formal complaint, please provide: 

• Your full name and contact details 

• A clear description of the complaint, including dates/times 

• Any relevant evidence or correspondence 

• Names of individuals involved 

Acknowledgement: within 2 working days 

Full response: within 10 working days 

STAGE 3 – ESCALATION TO MANAGING DIRECTOR 

If you remain dissatisfied, you may escalate your complaint to the Managing Director, stating 

clearly: 

• Why the previous decision does not resolve the issue 

• Any additional evidence for consideration 

The Managing Director will respond within 10 working days. 

STAGE 4 – ESCALATION TO EXTERNAL BODIES 

Depending on the nature of the complaint, you may escalate to: 

A) OFQUAL 

For complaints about an awarding organisation’s conduct or compliance. 

This must normally occur after you have completed the awarding organisation’s process. 

[gov.uk] 

B) ESFA / DWP 

For complaints about PROGRAMME FUNDING, provider behaviour, or administrative failings. 

As of 2025–2026, apprenticeship policy is transferring to the Department for Work & Pensions. 

[gov.uk] 

Current address: 

Complaints Team 

https://www.gov.uk/government/publications/ofqual-complaints-procedure-guidance/complaints-to-ofqual
https://www.gov.uk/government/publications/apprenticeship-funding-rules-2025-to-2026/changes-to-apprenticeship-assessment-2025-to-2026
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Department for Education 

Cheylesmore House, Quinton Road, Coventry, CV1 2WT 

C) AWARDING ORGANISATIONS  

If your complaint relates to assessment or certification (not appeals to assessment decisions). 

7. DIFFERENCE BETWEEN COMPLAINTS AND APPEALS 

• Complaint = dissatisfaction with service, conduct, administration, communication, or 

quality. 

• Appeal = challenge to an assessment decision. 

Appeals follow a separate Appeals Procedure. 

(Required by Ofqual & ESFA guidance.)  

8. MONITORING AND QUALITY IMPROVEMENT 

Time2Train will: 

• Maintain a complaints log 

• Report trends quarterly 

• Review complaints at management meetings 

• Ensure actions feed into quality improvement cycles 

This is consistent with ESFA and Ofsted expectations.  

9. REVIEW CYCLE 

This policy will be reviewed annually as part of our quality assurance procedures. Reviews will also 

take place when there are changes, legislative updates and updates defined by the Department for 

Education and Skills England.  

Date:  01/04/2026 

Next review Date: 01/04/2027 
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APPENDIX A – COMPLAINTS FORM  

 

 
 
 

COMPLAINTS FORM 

Name: Tel: 

Address: Email: 

Nature of complaint:  Date and Time: 

Please use the space below to outline the nature and circumstances of your complaint.  Include as 
much information as possible.  

 
 
 
 
 
 
 
 
 
 
 

Please enclose any copies of letters or papers to do with your complaint. 
 

Signature  

Date  

 

Time2Train investigation and Decision 
Date declaration received  

Date sent to T2T Operations manager for 
review 

 

Date of meeting to discuss and who attended  

Date person notified of decision  

Date logged on complaints log/register  

Date for review  

Signature  

 

 


