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Complaints Policy 

 
Aims 

HIT embeds a strong commitment to provide a supportive working and learning environment to enable all to 

achieve their commitments and goals. HIT regard customer feedback as important to improving service delivery 

and offer. HIT have an obligation to be responsive to concerns or complaints from any stakeholder in a timely and 

consistent manner. Both negative and positive feedback is recognised as a valuable resource to enable us to 

improve the quality of our services and provision. The policy clearly identifies process, roles, responsibilities and 

how any identified shortfalls or failings will result in an improved offer/service where applicable. 

Rationale 

The Complaints Policy covers the areas of delivery HIT offer and the services provided, however it does not cover 

the outcomes of an assessment. In all cases where there are concerns with outcomes of an assessment, the 

Appeals Procedure must be used and Head of Centre notified 

Forms of complaints 

HIT considers complaints or concerns to fall into three main categories: 

• Ineffective teaching practices (e.g. poor learner progression, unacceptable behaviour, conduct / physical 

resources) 

• Failure to adhere to process / policy (e.g. GDPR, Awarding Organisation requirements) 

• Failure to meet agreed contract (ILP, Apprenticeship Agreement, ESF SLA, Employer SLA) 

How to raise a complaint 

It is important that complaints are raised at the earliest opportunity via email: qualitysupport@hittraining.co.uk / 

info@hittraining.co.uk or telephone call on: 0800 093 5892.  HIT asks that the following details are provided: 

 Complainant name 

 Complainant contact details (preferably phone number and email) 

 Full details of the complaint  

HIT will respond to the complaint within 48 hours, to acknowledge receipt and explain next steps.  The Quality 

Support Officer will record the complaint on the internal tracking system. 

The following steps will be taken: 

Step 1:  If Delivery related, the National Operations Manager will be contacted to identify an investigating officer to 

oversee, investigate and manage the complaint. 

If Quality related, the Head of Quality will be contacted to identify an investigating officer to oversee, investigate 

and manage the complaint. 

If related to a specific department, the Head of function will be contacted to identify an investigating officer to 

oversee, investigate and manage the complaint. 

 

Step 2:  Within 5 working days, the findings from the investigation will be reported back to the Quality Support 

Officer.  The outcome will be communicated to the complainant, if resolved, the complaint will be closed. 
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Step 3:  If the complaint is unresolved, the Quality Support Officer must raise this with the Head of Function, step 2 

will be repeated, if unresolved for a third time, this must be raised with a Director to agree the outcome. 

Involving End Point Assessment Organisations (EPAOs) 

HIT work with a number of EPAOs at the request of the employer. HIT is committed to ensure that all apprentices 

are provided with the appropriate skills, knowledge and behaviours to achieve their synoptic assessment. It is 

recognised that on occasions, the apprentice and or employer has a negative experience once the Gateway is 

submitted. In all occasions where concerns/complaints are raised, HIT will work with both parties to seek a 

resolution. All complaints of this nature will be investigated by the Quality Support Officer. 

Involving the Education and Skills Funding Agency (ESFA) 

Where a complaint is made in connection to a government sponsored programmes the complainant has the right to 

involve the agency, however there are requirements that all complainants need to be advised of, before they make 

an approach to the agency. 

The following guidance, protocols should be adhered to: 

• First try to resolve it with the provider in this case HIT; the Agency will need to confirm that the company’s 

complaint procedure has been fully exhausted before responding to a complaint (unless the complaint is an 

allegation relating to irregularity and/or fraudulent practice. In this situation the agency may see it as 

acceptable for the complaint to go direct to them). 

The Role of the Agency 

A complaint will be investigated in accordance with the Agency’s procedure for investigating Complaints about 

Providers, a copy of which can be found here.  

You should email complaints to complaints.esfa@education.gov.uk, or put them in a letter to: 
Customer Service Team, 
Education and Skills Funding Agency 
Cheylesmore House 
Quinton Road 
Coventry CV1 2WT 

The ESFA will assess the concerns and decide on the appropriate action. Where necessary, the team will refer 

concerns to other organisations such as the police or other government departments. If contacting the Agency by 

telephone, they will explain their process and record information that the complainant is willing to provide. The 

Agency will also ask the complainant to provide a summary of the concerns in a letter or email. 
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