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1. Our commitment.
At City Skills we strive to deliver an outstanding service to ensure that all apprentices and customers are fully satisfied with the service we provide. In this policy, we will ensure that anyone who wishes to raise a complaint or express a dissatisfaction of our service can do so easily. This policy will also explain, after the complaint has been finalised, who the complainant can discuss the outcome with. 
A complaint may be generally defined as ‘a statement that something is unsatisfactory or unacceptable’.
2. Objective.
City Skills will ensure that any complaint is thoroughly investigated and communication with all stake holders is always effective. The objective of this policy is to guide the reader through those stages and ensure stakeholders understand their role and commitment to the policy. 
3. Purpose.
City Skills is committed to ensuring that everyone is treated with respect and provided with an exceptional service. This policy will offer a clear, fair, and honest process for all complaints.
City Skills will deal with all complaints in 4 steps:
· Identification
· Acknowledgment
· Investigation
· Resolution
Data analysis of complaints will allow City Skills to recognise any trends and put in place training and development to prevent repetitive complaints occurring. 
4. Scope.
City Skills recognises that whilst it strives to deliver an outstanding experience, mistakes can be made, and an apprentice or customer may wish to make a complaint. This policy has also been created to ensure that staff are aware of their responsibilities when a complaint is received, investigated, discussed and resolved. Our scope will ensure City Skills works within any legal, regulatory, and contractual requirements, whilst maintaining our own business values and expectations.
5. Types of complaints.
City Skills recognises that whilst a business or an individual’s experience may not have been outstanding, they may wish to express their dissatisfaction rather than making a formal complaint. City Skills will regard both types of feedback (dissatisfaction or a complaint) equally. Both will be treated confidentially, with full investigation and outcome identification. 





6. Making a complain.
There are several ways to make a complaint:
· By Post
City Skills
First Floor
Unit 59 – Capital Business Centre
22 Carlton Road
South Croydon
CR2 0BS
· By telephone
02038704836
· By Email
info@city-skills.com
· Through our website link policy
Learner and Customer Complaints - 
· In Person
This can be conducted by a City Skills Facilitator or Development Coach over a Zoom or Teams call.
· Whistleblowing
All concerns raised will be treated fairly and properly and any individual or business making a disclosure will retain their anonymity unless they agree otherwise.

7. Our process to deal with a complaint.
Step 1: Acknowledging the Complaint: Once a complaint is received, City Skills will contact the complainant within 5 working days to formally discuss the issue and gather further details.
Step 2: Explanation of Next Steps: During this call, we will explain the next steps clearly, providing timeframes and making the complainant aware that there could be a delay in our response.
However, we will ensure that the complainant is updated every 5 days.
Step 3: Resolving the Complaint: City Skills aims to resolve the complaint and provide feedback to the complainant within 10 working days.
If additional time is required, the complainant will be informed, as outlined above.
Step 4: Escalation of the Complaint: If the complainant is dissatisfied with the outcome, they may escalate the issue by writing to Richard Holmden. The address for this can be found in section 6 of the complaints policy.
Step 5: Further Escalation: If the complainant remains unsatisfied, they can escalate the matter to the relevant Awarding Body.
City Skills will guide the complainant on how to follow the escalation process with the Department for Education DfE), which can be accessed via this link: DFE Complaints.
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City Skills is committed to handling complaints in line with principles of transparency, fairness, equality, confidentiality, and continuous improvement. Complaints data will be reviewed periodically to identify trends, improve learner experience, and support compliance with Education and Skills Funding Agency (ESFA) expectations.
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