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1.  INTRODUCTION
This policy will be applicable to you if you wish to express dissatisfaction with 
any aspect of Everton in the Community’s (EitC) Apprenticeship programme and 
are either (i) a learner engaged on the programme or (ii) an interested external 
stakeholder in respect of the programme. 

EitC welcomes your views and comments on all aspects of its service delivery and 
would encourage you to contact EitC whenever you feel it necessary. 

In this policy we endeavour to draw a distinction between complaints and concerns. 
We therefore set out below indicative definitions to aid you in drawing this distinction:

• A concern is an expression of worry or doubt over an issue considered to be 
important and for which reassurances are sought; and

• A complaint is an expression of dissatisfaction about actions taken, a lack of 
action or the way in which something has been handled.

The main aim of this policy at all stages will be to secure that any complaint is fully 
considered and is resolved to the satisfaction of the complainant or that a clear 
decision is issued which will enable the complainant to consider how, if at all, the 
matter should be taken further.

Concerns can usually be resolved informally and we would therefore encourage you 
to raise any concerns with EitC at the earliest possible stage to ensure the matter can 
be dealt with before there is any potential for needing to raise a formal complaint.

Where a concern cannot be resolved informally and a complaint subsequently arises, 
the procedure contained within this policy should be followed.  

If you wish to make a complaint against EitC including but not limited to any of its 
staff members or volunteers, or any aspect of the Apprenticeship programme or 
its delivery, this must be formally raised using the procedure below within two (2) 
months of the incident/issue giving rise to the complaint having first occurred. 

Please note that where an allegation is made against an EitC staff member or 
volunteer regarding abuse (be it physical, emotional or sexual) or neglect, this will be 
dealt with as appropriate under the Safeguarding Children Policy or the Safeguarding 
Vulnerable Adult Protection Policy (both of which can be accessed on request from 
EitC). 

2.  PROCEDURE

This procedure will be relevant to any individual who is, or has been, registered as 
a learner through the EitC Apprenticeship programme and who is not recorded 
as being a leaver (Learner) (of if they are a leaver, is complaining about events 
that occurred before they were a leaver and within the permitted timescales). This 
procedure will also apply to external stakeholders who have a sufficient interest in 
the EitC Apprenticeship programme (Stakeholder).

Preliminary Stage

EitC anticipate that the vast majority of concerns will be capable of being dealt with 
promptly and to your satisfaction through an informal discussion with:

(i) in the case of a Learner, your tutor/assessor;
(ii) in the case of a Stakeholder, the Apprenticeship Department  
               (who can be contacted in the first instance by emailing  
               everton.apprenticeships@evertonfc.com). 
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You should therefore raise any concerns with the appropriate contact above at the 
earliest possible opportunity. 

In the case of Learners, if your concern or complaint concerns your tutor/assessor, 
it is our experience that the concern or complaint may still be best dealt with by 
discussing this with the tutor/assessor directly and on an informal basis. However, 
where you feel uncomfortable or do not consider this the appropriate course of 
action, please contact the Apprenticeship Department who will be available to 
provide a contact to have an informal discussion. 

Where a concern or complaint relates to a Manager’s personal conduct or actions, 
any concerns or complaints will be dealt with by the appropriate Senior Manager.  
If this is the case, please request details of the Senior Manager from the 
Apprenticeship Department.

Written Stage

If following the preliminary stage discussion you feel that an issue has not 
been resolved to your satisfaction (having allowed a reasonable period for any 
agreed action points to be carried out) or where you consider an issue to be of a 
sufficiently serious nature, you should submit a formal complaint in writing to the 
Apprenticeships and Work Based Learning Manager (whose contact details are 
available from the Apprenticeship Department on request). 

Your written complaint must be substantiated by evidence. Any complaint will be 
considered on a case-by-case basis and there is no exhaustive list of evidence which 
may be available but it may include for example; a timeline of events, reference 
to EitC policies and procedures, witness statements, written correspondence, 
independent medical evidence, professional reports. 

The Apprenticeships and Work Based Learning Manager will endeavour to 
acknowledge a written complaint within three (3) working days of its receipt. 
The acknolwedgement will provide the estimated timescale for investigating the 
complaint and providing a written decision following conclusion of the investigation. 
The time required to investigate a complaint will be assessed on a case-by-case basis 
and will depend upon a number of factors including the nature and complexity of  
the complaint. EitC take all complaints very seriously and will endeavour to respond 
to any complaint within four (4) weeks of commencement of an investigation. If 
for any reason it is anticipated that there will be a delay in responding, you will be 
advised as to the anticipated timescale for response and the reason for additional 
time being required. 

Internal Appeal Stage

If following receipt of a response from the Apprenticeships and Work Based Learning 
Manager you feel that the complaint has not been dealt with to your satisfaction 
and you consider it necessary to appeal, you may do so by contacting the Executive 
Director of EitC (whose contact details can be obtained from the Apprenticeship 
Department on request) in writing. On receipt of an appeal, the Executive Director  
will appoint a Senior Manager to investigate. 

An appeal must be made within five (5) working days of receipt of the response 
to the complaint. The Executive Director (or its nominee) will endeavour to 
acknowledge receipt of the appeal within three (3) working days of its receipt. The 
acknowledgement will provide the estimated timescale for considering the appeal 
and providing a written decision following conclusion of the appeal investigation. The 
time required to consider an appeal will be assessed on a case-by-case basis and will 
depend upon a number of factors including the nature and complexity of the matters 
initially investigated and the  grounds for appeal. EitC will endeavour to respond to 
any appeal within four (4) weeks of commencement of the appeal investigation. If 
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for any reason it is anticipated that there will be a delay in responding, you will be 
advised as to the anticipated timescale for response and the reason for additional 
time being required.

Following receipt of this response, you will have exhausted EitC’s internal complaints 
procedure. If you are not satisfied with the outcome of the appeal and wish to raise 
a further complaint, please refer to the external complaint stage procedure set out 
below. 

External Complaint Stage

Once you have exhausted EitC’s internal procedure, you can complain to the 
Education and Skills Funding Agency (ESFA) if you are not satisfied with  
EitC’s response. 

You must contact ESFA within 12 months of the issue happening.

For more information, please refer to the ESFA website:-
(https://www.gov.uk/government/organisations/education-and-skills-funding-agency/
about/complaints-procedure)

3.  MONITORING QUALITY ASSURANCE AND CONTROL 

To ensure that EitC’s high standards are maintained, the Apprenticeship & Work 
Based Learning Manager or relevant manager must provide written details of the 
action taken and the outcome of any complaint made against EitC and forward a copy 
of this, with supporting documents to the Executive Director of EitC. 

4.  CONFIDENTIALITY

EitC will endeavour to ensure that any complaints made are kept confidential 
between yourself as the complainant and the investigating staff members. However, 
where the nature of the complaint dictates that it is not possible to maintain 
confidentiality (a matter to be determined at EitC’s discretion), EitC will explain this to 
you. 

EitC also reserve the right to disclose any confidential information as required by law 
or the regulations of any applicable regulatory or governmental body or supervisory 
organisation to whose jurisdiction EitC is subject.

5.  DATA PROTECTION

To the extent that EitC is considered a data processor or controller (as such meanings 
are ascribed in the context of the General Data Protection Regulation (2016/679) 
(GDPR)), EitC will comply with its obligations under GDPR. 


