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1. Purpose
FloorSkills is committed to providing a high-quality service to all learners, employers, and stakeholders. This policy sets out our procedure for handling complaints in a fair, timely, and transparent manner in line with DfE Apprenticeship Funding Rules 2025/26, Ofsted EIF requirements, and UK GDPR.
2. Scope
This policy applies to all complaints raised by learners, employers, staff, or external stakeholders regarding any aspect of FloorSkills’ provision, including apprenticeship delivery, functional skills, customer service, or administrative processes.
3. Complaints Procedure
Stage 1: Informal Resolution
• Complaints should initially be raised informally with the relevant staff member or manager.
• Where possible, issues will be resolved at this stage quickly and effectively.

Stage 2: Formal Complaint
• If the issue is not resolved informally, a formal written complaint should be submitted to the Office Manager.
• Complaints will be acknowledged within 2 working days.
• A full investigation will be carried out and a written response provided within 10 working days.

Stage 3: Internal Appeal
• If the complainant is dissatisfied with the outcome, they may appeal in writing to the Managing Director.
• The appeal will be reviewed by senior management and a final response provided within 10 working days.

Stage 4: External Escalation
• If the complaint remains unresolved, it may be escalated to the awarding organisation, funding agency (DfE Apprenticeship Service), or other appropriate external body.
4. Confidentiality and Data Protection
All complaints will be handled confidentially and in accordance with UK GDPR. Complaint records are stored securely and retained for a minimum of six years for funding and audit purposes.
5. Monitoring and Continuous Improvement
All complaints are logged in a central register and reviewed termly by management to identify trends, inform the Quality Improvement Plan (QIP), and ensure lessons learned are acted upon to improve service delivery.
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