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1. Purpose and Scope
The purpose of this policy is to ensure that there is an effective process which is clear and fair for Grad2Teach to handle trainee complaints. Grad2Teach is committed to investigating genuine complaints and to addressing any concerns raised by learners, partner schools, applicants, or other stakeholders. This policy complements the Appeals Policy by addressing non-academic or non-disciplinary concerns that may arise throughout the learner journey or during operational delivery.
This policy aims to ensure that all trainee complaints are dealt with promptly and, wherever appropriate or possible, to the satisfaction of all stakeholders. Grad2Teach welcomes constructive feedback, including complaints, as a vital mechanism for improving the quality of training provision, service standards, and the overall trainee experience.
Grad2Teach will consider any reasonable adjustments to this policy in accordance with the Equality Act 2010, to take into account the individual needs of trainees. The policy applies to all stages of the learner experience and reinforces Grad2Teach’s commitment to continuous improvement, fairness, and accessibility for all.
2. What Constitutes a Complaint
A complaint may include (but is not limited to):
· Concerns about the quality of training, mentoring, or resources
· Communication issues or delays
· Inappropriate behaviour or poor conduct by staff or other learners
· Health and safety, safeguarding, or welfare concerns
· Discrimination or unfair treatment
· Administrative errors or delays
Complaints that relate specifically to formal assessment decisions or disciplinary actions should be addressed through the Appeals Policy.
3. Stages of the Complaints Process
The Complaints process has three stages:
· Early Informal Resolution – At the earliest opportunity, individuals are encouraged to raise complaints informally with the relevant staff member or by emailing teachingandlearning@grad2teach.ac.uk. Many concerns can be resolved quickly through open discussion without needing to invoke the formal procedure.
· Formal Complaint Process – If the complainant is not satisfied with the outcome of informal resolution, or if the issue is more serious in nature, the concern should be escalated to a formal complaint. This should be submitted in writing to apply@grad2teach.ac.uk including full details and any supporting evidence.
· Escalation and Appeals – If the complainant remains dissatisfied following the formal response, they may request a further review. This will be conducted by a second senior reviewer who was not involved in the original decision, and their written decision will be final.
4. Informal Resolution
If the individual thinks that their complaint can be resolved informally, it is important that they contact the relevenat member of staff at the earliest opportunity. This can be done by contacting a member of Grad2teach or by emailing teachingandlearning@grad2teach.ac.uk..The complaint will be acknowledged within 3 working days. If the individual is satisfied with the outcome of the complaint, this will end the complaint process. If the individual is not satisfied with the outcome of the complaint, they will be required to submit a formal complaint.
5. Formal Complaint Process
To submit a formal complaint:
· Email alexb@grad2teach.ac.uk
· Include your name, contact details, summary of the complaint, key facts, and any supporting evidence
· Clearly indicate if you are requesting a specific resolution or outcome
The complaint will be acknowledged within 3 working days and investigated by a senior staff member not previously involved. A written response will be issued within 15 working days where possible.
6. Escalation and Appeals
If you are not satisfied with the outcome of your complaint, you may escalate it by replying to the original outcome letter or email. A second senior reviewer will assess the case, and a final written decision will be issued.
If your complaint remains unresolved and relates to regulated qualifications or learner protection, you may contact NCFE directly:
https://www.ncfe.org.uk/complaints/
7. Confidentiality and Data Handling
All complaints will be handled with sensitivity and in accordance with GDPR. Information will only be shared with those necessary to resolve the issue.
8. Monitoring and Review
A log of all formal complaints is maintained for quality assurance. Complaints are reviewed quarterly to identify patterns or areas for organisational improvement. This policy is reviewed annually or after any significant complaint identifies such a need.

9. Related Policies
· Appeals Policy
· Safeguarding and Child Protection Policy
· Equality and Diversity Policy
· Staff Code of Conduct
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