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SCOPE 

All Employees All Associates Sub-Contractors Apprentices and 
Learners 

STATEMENT OF INTENT 
Our intent is to provide a clear process to be followed in the event of a complaint. 

ACTIONS AND TOOLS TO DELIVER OUR INTENT: 

Communication  

• Assigning lead responsibility for this policy and its deployment to a Managing Partner.  

• Making all team members aware of this policy during their induction, promoting the 
importance of responding to complaints in line with this policy and ensuring understanding 
of responsibilities  

• Making all apprentices aware of this policy during their onboarding. 

• Ensuring the `contract for apprenticeship services with employers’ contains a dispute 
resolution procedure. 

• Providing information on complaints and appeals to the inspectorate and/or funding bodies 
upon request. 

• Encouraging and developing open relationships with all contacts so they feel comfortable to 
share concerns and raise complaints.  

Process 

• Acting promptly and efficiently, and in accordance with the Complaints Resolution 
Procedure detailed in the Appendix of this policy, whenever a verbal or written notice of a 
complaint is raised.  

• Ensuring all records and correspondence relating to the complaint are:  

o Appropriately classified (e.g. Highly Confidential if they contain personal and/or 
sensitive information)  

o Stored securely 

• Ensuring apprentices and employers are aware they may be able to refer a complaint about 
a post-16 education and training provider, where the course in question has been funded by 
HM Government, to the Department for Education once they have exhausted Capella’s 
Complaints Policy, and to ensure they are signposted through to the related guidance which 
details what complaints the Department can investigate and when and how to contact the 
them.  Details are included in the appendix.  



 

• Ensuring that learning is extracted from complaints and that this learning is shared and, 
where appropriate, is used to improve Capella processes. 

• Endeavouring to avoid repeat complaints of the same nature through our process of 
continuous improvement. 

Monitoring of the policy  

• Providing reports for scrutiny by Capella Advisory Board including, quarterly data, trends 
and improvement plans, and annual review of the impact and effectiveness of this 
policy. 

APPENDIX 1 –COMPLAINTS RESOLUTION PROCEDURE 
The term “Complaint” refers to expressions of dissatisfaction, whether justified or not, about 
any aspect of Capella’s delivery or non-delivery of their training service excluding: 

• complaints or concerns regarding malpractice or maladministration relating to 
assessments, assignments or examinations for vocational qualifications, the procedure for 
which is detailed in Capella’s Apprentice Assessment Policy  

• low-level complaints or concerns regarding Assessment that have been raised by an 
employer or apprentice directly with the Assessment Organisation 

• any allegations made against a Capella team member or sub-contractor appointed by 
Capella, the procedure for which is detailed in Capella’s Safeguarding and Prevent Policy. 

Key steps - Complaint 
1. Complaints regarding any aspect of Capella’s delivery of their training service (other than 

those excluded above) may be submitted verbally or in writing to any member of the 
Capella Associates team during normal working hours. Complaints received outside 
normal working hours will be recorded as having been received on the next working day. 
Details of the nature of the complaint and the particulars of the matter should be 
provided, and wherever possible the complainant should provide supporting evidence.  

2. Within 1 working day of having received the complaint the Capella team member who 
received the complaint must either forward the written complaint to the Managing Partner, 
Apprenticeships or, where the complaint was made verbally, make a written record of the 
complaint and email this to the Managing Partner, Apprenticeships, sending a copy to the 
complainant so they have visibility of the record.  

3. Within 2 working days of having received the record of the complaint detailed above 
the Managing Partner, Apprenticeships will: 

• determine next steps for Capella to investigate/validate the complaint; 

• determine an appropriate acknowledgement response (which should include an indicative 
timescale for investigation/resolution of the complaint); 

• determine who will communicate with the complainant going forwards and via what means 
and notify this individual of this role allocation;  

• update the Capella records with details regarding the complaint and the action taken. 



 

4. Within 5 working days of having received the complaint the Capella team member 
nominated to communicate with the complainant must send an acknowledgement 
response to the complainant, including an indicative timescale for a formal written 
response.  Capella will endeavour to provide a formal written response within as short a 
timeframe as possible, although the length of time may vary in each individual case 
depending upon the complexity.  

5. Within 5 working days of concluding the investigation into the complaint, the Capella 
team member nominated to communicate with the complainant will issue a formal written 
reply to the complainant which explains the outcome of the investigation. The formal 
written response will inform the complainant that, if they are not happy with the outcome, 
they may appeal the outcome to Capella’s Advisory Board.  

Key steps – Complaint Appeal 
1. Within, 5 working days of having received the outcome, if the complainant wishes to 

appeal, they must notify the Clerk to Capella’s Advisory Board of this decision in writing 
(email: advisoryboard@pmi.co.uk). 

2. Within, 5 working days of having received the appeal, the Clerk to Capella’s Advisory 
Board will confirm receipt of the notification, and alongside the confirmation will provide 
the complainant with an indicative timescale for providing a formal written response to the 
appeal.  

3. As soon as practical, the Clerk to Capella’s Advisory Board will then convene a meeting of 
the Independent Members of Capella’s Advisory Board to instigate their investigation of 
the appeal. Following conclusion of their investigation, they will issue a formal written 
reply to the complainant, explaining the outcome, confirming that Capella’s Complaints 
Resolution Procedure has been exhausted, and informing them that they may be able to 
refer their complaint to the Department for Education (see Appendix 2 for details). 

APPENDIX 2 – ESCALATION OF COMPLAINTS TO THE DEPARTMENT OF 
EDUCATION  
If, after exhausting the Capella Complaints Resolution Process, the complainant is still not 
satisfied, they can escalate their complaint to the Department of Education: 

• Completing the form at: Complaints procedure - Education and Skills Funding Agency - 
GOV.UK (www.gov.uk) 

Please note that the Department will not usually investigate complaints more than 12 months 
after the original decision or action has been taken. Further information on how complaints are 
handled can be found at: 

Complaints about post 16 education and training provision funded by ESFA - GOV.UK 
(www.gov.uk) 
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