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Complaints

DSW aims to deliver apprenticeship training and End Point Assessments of the highest possible 
standard, which exceed the expectations of apprentices, employers and the Skills Funding Agency 
alike.

Our day to day activities are governed by a set of robust internal service standards and we work 
hard to deliver services within this generic framework, whilst often agreeing bespoke standards with 
our clients to recognise their unique requirements. 

Any expression of dissatisfaction with our service is considered a complaint.  Complaints should 
be seen as an opportunity to improve the way we do things and demonstrate our commitment to 
apprentices, their employers and other stakeholders – they are a means by which we can maintain 
and build relationships with those we work with.

Our policy is to:

• Utilise a straightforward complaints procedure designed to be comprehensive but easy to use 
for both those expressing dissatisfaction and the DSW staff dealing with the complaint

• Provide a specific complaints telephone number and email address for use by apprentices and 
their employers

•  Treat all complainants fairly, professionally and with integrity 
•  Ensure DSW’s team knows what a complaint is and what to do if one is received
•  Ensure all complaints are investigated fairly, fully and in a timely way
•  Provide a route that enables a complainant to escalate the issue if not satisfied with the original 

decision
•  Log all complaints received and undertake root cause and trend analysis to ensure that 

complaints are used as drivers of positive change in process

Appeals

When we decide not to award an apprenticeship, full details of why are provided to the 
apprentice, their employer and the training provider – these will include the remedial activities 
that the apprentice should carry out in order to subsequently satisfy the End Point Assessment 
requirements.

Following an unsuccessful End Point Assessment an apprentice can appeal against the decision 
not to award the apprenticeship. This policy details the procedure to be followed should an 
appeal be received.

Introduction
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Responsibility

Overall responsibility for the effective operation of this policy falls with the Apprenticeship 
Director / Senior Manager.

Receiving a complaint
What is a complaint?

A complaint is any expression of dissatisfaction made verbally or in writing / by email, about any 
aspect of our apprenticeship operation which has caused distress, inconvenience or the loss of 
money or other asset.  

This policy does not cover complaints by staff, who instead should refer to DSW’s Grievance, 
Disciplinary and Whistleblowing policies.

The nature and complexity of a complaint will determine the exact methodology to be used in its 
investigation and resolution but the following principles will apply in all cases:

Note: Although overall responsibility for the effective operation of DSW’s Complaints Policy falls 
with the Apprenticeship Director / Senior Manager, the investigation and settlement of individual 
complaints can be delegated to other member of DSW’s apprenticeship team.

Received by Telephone

 

Step 1

The person who receives the call should: 

• Thank the caller for bringing the matter to our attention and make BRIEF but 
COMPREHENSIVE notes about the complaint, utilising the Complaint Log (Appendix A)

• Take the caller’s name and contact number and ask when it is convenient to call them back
• Tell the caller that the issue will be referred to who will arrange for someone to call them back 

within 24 hours
• Refer the issue to the Apprenticeship Director / Senior Manager who will decide who is best 

placed to make the return call
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Step 2

The person making the return call should:

• Ensure a basic understanding of the issue(s) raised by the complainant
• Call the complainant back within 24 hours of receipt of the complaint
• Fully understand the nature of the complaint by asking appropriate probing questions
• Agree with the complainant the next steps, including the type of investigation to be 

undertaken, a contact point within DSW and the time / date / method of next contact
• Confirm the proposed actions and timescales by email or post (as agreed above) to the 

complainant
• Update the Complaint Log
• Report the actions taken to the Apprenticeship Director / Senior Manager who will monitor 

progress   

Step 3

The person investigating the complaint (who will usually be the person making the return 

call described in Step 2) should:

• Ensure a complete understanding of the nature of the complaint
• Fully investigate the complaint, utilising all available internal records relating to the issue(s) 

raised
• Comply with the agreed next steps and the time / date / method of next contact
• Inform the complainant (by email or post as previously agreed) of the actions carried out in 

the course of the investigation and the findings / outcome
• If the complaint has not been fully investigated or cannot be fully resolved in accordance with 

the original timescales, explain why additional time is required and inform complainant when 
further contact can be expected (this time period must be shorter than the timescales agreed 
for original investigation)

• Update the Complaint Log
• Report the actions taken to Apprenticeship Director / Senior Manager who will continue to 

monitor progress  

Step 4

When the investigation is complete, the person investigating should:

• Submit the completed file to the Apprenticeship Director / Senior Manager for sign off of the 
decision

• Inform the complainant (by email or post as previously agreed) of the actions carried out in 
the course of the investigation and the findings / outcome

• Advise the complainant of the final decision reached, and why
• Inform the complainant of the escalation procedure if they are not satisfied with the outcome
• Invite the complainant to contact us if they require further information 
• Update the Complaint Log
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Receiving by post        
Step 1

The person who receives the email should: 

• Immediately bring the email to the attention of the Apprenticeship Director / Senior Manager 
who will decide on an appropriate response and:

• Instigate the response (from the person who will be investigating the issue(s)) and open a 
Complaint Log (Appendix A).  

As a minimum the response should:

• Acknowledge receipt of the email 
• Thank the sender for bringing the matter to our attention
• Request any further information required to enable a full investigation to take place
• Indicate the next steps and timescales involved
• Include a request for confirmation that our proposed actions and timescales are acceptable 

to the complainant 
• Report the response to the Apprenticeship Director / Senior Manager who will monitor 

progress

Step 2

The person investigating the complaint (who will usually be the person who responds to the 

original email described in Step 1) should:

• Ensure a complete understanding of the nature of the complaint
• Fully investigate the complaint, utilising all available internal records relating to the issue(s) 

raised
• Comply with the agreed next steps and the time / date / method of next contact
• Inform the complainant (by email or post as previously agreed) of the actions carried out in 

the course of the investigation and the findings / outcome
• If the complaint has not been fully investigated or cannot be fully resolved in accordance with 

the original timescales, explain why additional time is required and inform complainant when 
further contact can be expected (this time period must be shorter than the timescales agreed 
for original investigation) 

• Update the Complaint Log
• Report progress to the Apprenticeship Director / Senior Manager who will monitor progress



Complaints 
and appeals
Policy
p6

Step 3

When the investigation is complete, the person investigating should:

• Submit the completed file to the Apprenticeship Director / Senior Manager for sign off of the 
decision

• Inform the complainant (by email or post as previously agreed) of the actions carried out in 
the course of the investigation and the findings / outcome

• Advise the complainant of the final decision reached, and why
• Inform the complainant of the escalation procedure if they are not satisfied with the outcome
• Invite the complainant to contact us if they require further information
• Update the Complaint Log

 

Received by Post

 

Step 1

The person who receives the post should: 

• Immediately bring the letter to the attention of the Apprenticeship Director / Senior Manager 
who will decide on an appropriate response and:

• Instigate the response (from the person who will be investigating the issue(s)) and open a 
Complaint Log (Appendix A).  

As a minimum the response should:

• Acknowledge receipt of the correspondence 
• Thank the sender for bringing the matter to our attention
• Request any further information required to enable a full investigation to take place
• Indicate the next steps and timescales involved
• Include a request for confirmation that our proposed actions and timescales are acceptable 

to the complainant 
• Report the response to the Apprenticeship Director / Senior Manager who will monitor 

progress

Step 2

The person investigating the complaint should:

• Ensure a complete understanding of the nature of the complaint
• Fully investigate the complaint, utilising all available internal records relating to the issue(s) 

raised
• Comply with the agreed next steps and the time / date / method of next contact
• Write to the complainant describing the actions carried out in the course of the investigation 

and the findings / outcome
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• If the complaint has not been fully investigated or cannot be fully resolved in accordance with 
the original timescales, explain why additional time is required and inform complainant when

• further contact can be expected (this time period must be shorter than the timescales agreed 
for original investigation)

• Update the Complaint Log 
• Report progress to the Apprenticeship Director / Senior Manager who will monitor progress
 
Step 3

When the investigation is complete, the person investigating should:

• Submit the completed file to the Apprenticeship Director / Senior Manager for sign off of the 
decision

• Write to the complainant to describe the actions carried out in the course of the investigation 
and the findings / outcome

• Advise the complainant of the final decision reached, and why
• Inform the complainant of the escalation procedure if they are not satisfied with the outcome
• Invite the complainant to contact us if they require further information 
• Update the Complaint Log
 
Please note the following:

If the complaint is against the Apprenticeship Director / Senior Manager, it must be investigated 
by the Managing Director.

 
Timescales

 
Received by Telephone

In accordance with timescales agreed with the complainant.
 

Received by Email

Step 1 initial acknowledgement – within 1 working day of receipt.
Steps 2 and 3 – in accordance with timescales agreed with the complainant.
 
Received by Post

Step 1 initial acknowledgement – within 2 working days of receipt. 
Steps 2 and 3 – in accordance with timescales agreed with the complainant.

Escalation Procedure

When providing the complainant with our final response to the issues they have raised we should 
inform them of their right to escalate the complaint should they not be completely satisfied with 
the outcome.  Should a complainant wish to take this step, the following escalation levels apply:
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First Level Escalation – to the Apprenticeship Director / Senior Manager for further investigation 
of the complaint.  If the Apprenticeship Director / Senior Manager investigated the original 
complaint, escalation is to the Commercial Director / Manager.

If the complainant remains dissatisfied after First Level Escalation:

Second Level Escalation – to the Commercial Director / Manager. If the Commercial Director / 
Manager has already investigated the complaint, escalation is to the Managing Director.

Receiving an appeal 

Should we receive an appeal against a decision not to award an apprenticeship, an 
Apprenticeship Appeal form (Appendix B) should be provided to the apprentice within 24 hours 
of the appeal being received.

Once the appeal form is received back, the appeal will be investigated by DSW’s Apprenticeship 
Project Manager / Lead Assessor and a formal decision provided to the apprentice, their 
employer and the Training Provider within 10 working days.

Should the apprentice not accept the decision of the Apprenticeship Project Manager / Lead 
Assessor, escalation of the appeal should be to the Apprenticeship Director / Senior Manager, 
who will carry out a review of the investigation, request further information from the apprentice as 
appropriate and communicate their final decision within a further 10 working days.

The document used by DSW to manage the investigation of the appeal can be found in 
Appendix C. 
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Your name

Details of complainant

Date complaint 
received

How was complaint  
received (i.e. phone, 

email, letter)

Overview of complaint 

Investigator

Appendix A – Apprenticeship complaint log 

Date Action Taken / Findings / Outcome Achieved

Investigation Log 

Apprenticeships Complaint Log
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Date of Resolution Resolution Achieved

Resolution

Lessons Learned and Changes Made as a Result

.

Moving forward

Investigation and Outcome signed off by the Apprenticeship Director / Senior Manager

Date:

Signature:

Name of Signatory:
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Further considerations made and final decision

.

Apprenticeships complaint decision not 
accepted – escalation 

Further Investigation and Decision signed off 

Date:

Signature:

Name and Position of Signatory:
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Should you wish to appeal against a decision made as a result of your End Point Assessment, 
please complete the form below and return it to DSW Consulting at info@dswapprenticeships.
co.uk or via the post to the following address:

DSW House, 
Unit 3, 
Hayfield Business Park, 
Field Lane, 
Auckley, 
Doncaster, 
DN9 3FL

Your appeal will be fully investigated and a formal written response sent to you, your employer 
and your Training Provider within 10 working days. Should you be dissatisfied with this decision, 
your appeal will be escalated to DSW’s Apprenticeship Director / Senior Manager, who will 
provide a final written decision within a further 10 days.

Appendix B – Apprenticeship appeal form 

mailto:info%40dswapprenticeships.co.uk?subject=
mailto:info%40dswapprenticeships.co.uk?subject=
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Your name

Your employer‘s name

Your address

Date

Full details of your 
appeal - please attach 

any evidence you  
believe will support 

your appeal 

Please complete the following form to detail the investigation you carry out, and the conclusions 
you reach, when investigating the apprentice’s appeal against their End Point Assessment 
decision.

Appendix C – Apprenticeship appeal 
investigation log

Apprentice’s Name Employer’s Name
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Investigations undertaken

Date Action Taken / Findings / Outcome Achieved

Date of Decision Decision made (include rationale for decision)

Outcome of investigation

Investigation and Decision signed off by the Apprenticeship Project Manager

Date:

Signature:

Name of Signatory:

Communicated to Apprentice, Employer and Training Provider on (date):

If the apprentice does not accept the initial appeal decision, the appeal should be referred to the 
Apprenticeship Director / Senior Manager for further consideration.
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Appeal decision not accepted by apprentice

Further considerations made and final decision

Final Decision signed off by the Apprenticeship Director / Senior Manager

Date:

Signature:

Name of Signatory:

Communicated to Apprentice, Employer and Training Provider on (date):



DSW House, Unit 3, Hayfield Business Park, Field 

Lane, Auckley, Doncaster, 

South Yorkshire, DN9 3FL

01302 760 008 

info@dswapprenticeships.co.uk

www.dswconsulting.co.uk            www.dswapprenticeships.co.ukwww
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