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Complaints Procedure Policy for Apprentices and Employers

1. Purpose
The purpose of this Complaints Procedure Policy is to provide a clear and fair process for addressing and resolving complaints made by apprentices and employers. This policy ensures that all complaints are handled effectively, impartially, and promptly, maintaining a positive and respectful work environment.
2. Scope
This policy applies to all apprentices and employers participating in the apprenticeship programme. It covers complaints related to any aspect of the apprenticeship, including work conditions, conduct, and any other issues that may arise.
3. Definitions
Complaint: A complaint is an expression of dissatisfaction or concern regarding any aspect of the apprenticeship program or work environment, including but not limited to issues related to treatment, policies, procedures, or working conditions.
4. Principles
Fairness: Complaints will be handled fairly and impartially, ensuring that all parties involved have the opportunity to present their side of the story.
Confidentiality: Complaints will be managed confidentially to the extent possible, protecting the privacy of all individuals involved.
Timeliness: Complaints will be addressed promptly, with the aim of resolving issues as quickly as possible.
No Retaliation: Individuals who make a complaint or participate in an investigation will be protected from retaliation or adverse treatment.
5. Complaints Procedure
Step 1: Informal Resolution
Discussion: If possible, the complainant should first attempt to resolve the issue informally by discussing the matter directly with the person involved or their immediate supervisor.
Documentation: If the informal resolution does not resolve the issue, or if the complainant feels uncomfortable addressing the issue directly, they may proceed to the formal complaint procedure.
Step 2: Formal Complaint

Submission: The complainant should submit a formal written complaint to their supervisor, HR department, or designated contact person. The complaint should include:
A clear description of the issue.
Relevant details and evidence.
The desired resolution or outcome.
Contact Information for Apprenticeship Provider
Programme Manager for Apprenticeships: Janet Edwards
Email Address: JEdwards@oasiscareandtraining.org.uk
Telephone Number: 020 3007 2101

Step 3: Complaint Review
Acknowledgment: Upon receipt of the formal complaint, the supervisor or HR department will acknowledge receipt within 5 business days.
Investigation: An impartial investigation will be conducted to gather facts, review evidence, and determine the validity of the complaint. Both the complainant and the respondent will be given an opportunity to provide their perspectives.
Resolution: Based on the investigation findings, appropriate actions will be taken to resolve the complaint. This may include mediation, corrective actions, or other remedies.
Step 4: Outcome and Follow-Up
Decision: The complainant will be informed of the outcome of the investigation and the actions taken to address the issue.
Follow-Up: Follow-up may be conducted to ensure that the resolution is effective and that no further issues arise. The complainant will have the opportunity to provide feedback on the resolution process.
6. Appeals
Appeal Process: If the complainant is dissatisfied with the outcome or the process, they may appeal the decision by submitting a written appeal to a higher authority, such as the Programme Manager for Apprenticeships at Oasis Care and Training or the Employer HR Representatives.
Review: The appeal will be reviewed impartially, and a final decision will be made. The complainant will be informed of the outcome of the appeal.
7. Record Keeping
Documentation: All complaints, investigations, and outcomes will be documented and kept confidentially. Records will be maintained in accordance with relevant data protection regulations and organisational policies.




8. Policy Review
Review and Updates: This Complaints Procedure Policy will be reviewed periodically to ensure its effectiveness and relevance. Updates will be made as necessary to reflect changes in regulations or organisational needs.
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