
ISSUE RESOLUTION &
COMPLAINTS POLICY

1 - Purpose

The purpose of this policy is to provide a clear and fair process for resolving issues, including complaints, 

raised by apprentices, employees, associates, and stakeholders. TAA is committed to fostering a 

supportive and transparent environment where concerns are addressed promptly, thoroughly, and 

impartially. This policy outlines the steps for resolving issues in a way that promotes continuous 

improvement and ensures all parties are treated with respect and fairness. 

2 - Scope

This policy applies to all apprentices, employees, associates and stakeholders associated with TAA. It 

covers all types of issues and complaints, including but not limited to concerns about training delivery, 

staff behaviour, workplace practices, and compliance with TAA policies and procedures.

3 - Definitions

Issue Any concern, difficulty, or disagreement that 

arises during the course of work or training with 

TAA.

Complaint A formal expression of dissatisfaction regarding 

any aspect of TAA’s operations, services, or 

personnel.

Complainant The individual or group who raises the issue or 

complaint.

Respondent The individual or group whose actions or 

decisions are the subject of the issue or 

complaint.



4 - Principles

TAA’s approach to issue resolution and complaint management is guided by the following principles: 

Fairness All parties will be treated fairly, with respect, and 

without bias throughout the process.

Confidentiality All complaints and issues will be handled with 

the highest degree of confidentiality. Information 

will only be shared with those directly involved in 

resolving the matter.

Timeliness Issues and complaints will be addressed as 

promptly as possible to minimize disruption and 

maintain a positive learning and working 

environment.

Transparency Clear communication will be provided at every 

stage of the process, and the complainant will be 

informed of outcomes in a timely manner.

Impartiality The process will be conducted impartially, 

ensuring no conflicts of interest influence the 

resolution of the issue.



5 - Issue Resolution Process

5.1 - Informal Resolution Where possible, TAA encourages issues to be 

resolved informally before escalating to a formal 

complaint. The steps are as follows:

1.  Initial Discussion: The complainant should 
raise the issue directly with the person 
involved or their immediate 
supervisor/trainer as soon as possible after 
the concern arises. This may resolve the 
matter quickly and amicably.

2.  Facilitated Discussion: If the initial 
discussion does not resolve the issue, the 
complainant may request a facilitated 
conversation with a mediator, such as a 
manager or director, to seek resolution.

5.2 - Formal Complaint If an issue cannot be resolved informally, the 

complainant may file a formal complaint. The 

steps for filing and managing a formal complaint 

are outlined below:

1.  Submitting the Complaint: The 
complainant should submit the complaint 
in writing, providing a clear description of 
the issue, relevant facts, and desired 
resolution. Complaints should be submitted 
to the appropriate person. They can be 
submitted via our 
contactus@theapprenticeacademy.co.uk 
email address.

2.  Acknowledgment: Upon receipt of the 
complaint, TAA will acknowledge the 
submission within 2 working days. The 
complainant will also be informed of the 
expected timeline for resolution.

3.  Investigation: A designated investigator, 
who is impartial and not involved in the 
issue, will conduct an investigation. This may 
involve interviews with the complainant, 
respondent, and any witnesses, as well as a 
review of relevant documents or evidence.

4.  Outcome: Based on the findings of the 
investigation, a decision will be made 
regarding the resolution of the complaint. 
The outcome will be communicated to the 
complainant and respondent in writing 
within 5 working days of the formal 
complaint submission, unless further 
investigation time is needed.



5.  Appeal: If the complainant or respondent is 
dissatisfied with the outcome, they may 
submit an appeal in writing within 10 
working days of receiving the decision. The 
appeal will be reviewed by a senior leader or 
independent third party not previously 
involved in the investigation. The outcome 
of the appeal will be final.

Escalation to Apprenticeship Service Support: If 

the complaint specifically relates to an 

apprenticeship and remains unresolved, it may 

be escalated to the Apprenticeship Service 

Support by calling 08000 150 600 or emailing: 

helpdesk@manage-

apprenticeships.service.gov.uk

6 - Types of Complaints

This policy applies to the following types of complaints, among others: 

Training-Related Issues: Concerns regarding the quality, content, or delivery of training.
Behaviour and Conduct: Complaints related to the behaviour of staff, apprentices, or third parties. 
Workplace Practices: Issues regarding workplace safety, harassment, or other work-related 
grievances.
Service Delivery: Complaints about the provision of administrative or support services, including 
delays or errors.

7 - Responsibilities

Complainants: Individuals raising issues or complaints must do so in good faith, providing relevant 
information to assist in resolving the matter.
Respondents: Those named in a complaint must cooperate fully with any investigation and act in 
accordance with TAA’s policies.
Managers and directors: Managers and directors are responsible for addressing informal 
complaints and ensuring that formal complaints are escalated appropriately.
Investigators: Investigators are responsible for conducting a thorough, impartial, and confidential 
investigation into the complaint.
Senior Management: Senior leaders are responsible for ensuring the effectiveness of the issue 
resolution process and for handling appeals.



8 - Confidentiality and Protection

Confidentiality: All complaints and related documentation will be kept confidential, and 
information will only be shared with those who need to know in order to resolve the issue.
Protection from Retaliation: TAA will not tolerate any retaliation against individuals who raise 
concerns or file complaints in good faith. Any retaliation will result in disciplinary action.

9 - Training and Communication

All employees and apprentices will receive training on the issue resolution and complaints process as 

part of their induction. Regular updates and reminders will be provided to ensure awareness of how to 

raise and address concerns. The policy will be made readily available to all stakeholders via TAA’s website 

and internal communication channels. 

10 - Review and Monitoring

TAA will review this policy annually or as required to ensure it remains relevant and effective. Feedback 

from complaints will be analysed to identify patterns and improve TAA’s practices and services. 
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