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Concerns and Complaints  

Version: 3.1; effective from August 2016  

Policy Summary: The Concerns and Complaints policy document is a summary of the Cheynes Training 
approach to the handling of concerns or complaints made by anyone who is not a learner or trainee 

about any aspect of the apprenticeship or traineeship services delivered by Cheynes Training or by a 

partner organisation contracted to work with Cheynes Training. 
  

 

Introduction 
 

This statement sets out Cheynes Training’s policy and provides advice and guidance on the 
scope of the policy.  
 

Each year Cheynes Training works with hundreds of organisations and helps them with the 
teaching, learning and assessment of their apprentices and trainees. We work directly with 
employers and we also work indirectly with others through our network of training partners.  
 

Apprenticeship programmes are not as simple as they once were. The environment within 
which we operate and the systems we are required to employ are extremely complex. 
Although we make every effort to make things run smoothly, every so often someone, 
perhaps an employer, an educator or an assessor involved in the programme, may become 
unhappy about something. This could be, for example, because some resources were not 
sent out quickly enough or perhaps because of a lack of information or perhaps someone 
feels they were not treated with respect or courtesy.  
 

Unfortunately, these things may happen and this is why we have a concerns and complaints 
procedure. Sometimes we can put things right straightaway; other times we can only explain 
ourselves and apologise.   
 
1.   Scope of the Policy 
 

The Policy is designed to deal with concerns raised or complaints made by anyone who is not 
a learner or trainee on the programme about any aspect of the apprenticeship or traineeship 
services delivered by Cheynes Training or by a partner organisation contracted to work with 
Cheynes Training. 
 

All persons employed by Cheynes Training are under an obligation to provide honest and 
straightforward information, guidance and advice. This includes an obligation not to disclose 
any confidential information or act in a manner that will undermine the mutual trust and 
confidence on which any commercial relationship is based.   
 

The policy may deal with specific concerns or complaints that may include: 
 

 Failure to deliver resources 

 Failure to respond to communication 

 Providing incorrect information or advice 

 Delays in taking appropriate action 

 Improper conduct or unethical behaviour 

 Any other area of complaint or concern 

 Attempts to suppress or conceal any information relating to any of the above 

 

2.     What do I do if I am dissatisfied? 
 

Misunderstandings can often be sorted out on an informal basis. Do not be afraid to contact 
the person at Cheynes Training who is responsible for the area about which you are raising a 
concern or making a complaint – he or she may be able to iron out the problem without 
delay.   
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The main areas of responsibility with Cheynes Training are as follows: 

Pam Runciman – pam@cheynestraining.com registration, certification and early leavers 

Shona Osborne – shona@cheynestraining.com on new starts, funding and AGE grants 

Tricia Barnes – tricia@cheynestraining.com on IT issues and also questions on safeguarding 

Emma Crombie – emma@cheynestraining.com on logbook queries and resources 
 

If you contact a person listed above but are not satisfied with their response, please raise 
the concern with the Programme Director, his details are as follows: 
 

William Howarth – william@cheynestraining.com  
 

If after contacting the individual team members concerned you feel the problem needs to be 
put on to a formal footing, you can follow our complaints procedure. 
 

3.      Your right to complain 
 

Cheynes Training works with very many of organisations and helps them with the teaching, 
learning and assessment of their apprentices and trainees. We work both directly with 
employers and also indirectly with employers through our network of training partners.  
 

Unfortunately, we know we are not always perfect. That is why we have a concerns and 
complaints procedure. Sometimes we can put things right without delay; other times we can 
only explain ourselves and apologise. But we do want to learn from our mistakes. What you 
tell us helps to improve our service to you. 
 

We will treat your concern or complaint confidentially, seriously and quickly. Cheynes 
Training will also ensure that anyone who raises a concern or makes a complaint will not be 
penalised or suffer any adverse treatment for doing so. However, anyone who does not act 
in good faith and makes a complaint maliciously or without having reasonable grounds for 
believing it to be true, or for purposes of personal gain may be subject to legal proceedings. 
 
 

4.      Procedure 
 

Normally any formal concern raised or complaint made should be referred in the first 

instance to the Programme Director. If the concern or complaint is about this person, the 

issue should be raised with Mr Paul Adamczuk, the managing director of Cheynes 
Management Limited who will then report the matter to the board of directors of Cheynes 
Management Limited. Paul Adamczuk may be contacted on 0131 226 2056. 
 

The person to whom the concern or the complaint is reported will decide whether the matter 
should be dealt with under this procedure. If he or she considers that the matter should be 
dealt with under a different procedure, he or she will advise the person raising the concern 
or making the complaint as to the appropriate steps that should be taken.  
 
5.      Making a formal complaint 
 

There are two main ways to raise a concern or make a complaint. The information may be 
put into a letter to the Programme Director or a Record of Concern may be completed and 
either posted or scanned and directly to the Programme Director. A copy of the Record of 
Concern may be downloaded from the Cheynes Training website. 
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6.      Investigation 
 

Any investigation will be conducted as sensitively and speedily as possible.  
 

The person raising the concern or making the complaint will be notified of the intended 
timetable for the investigation. The person to whom the concern or complaint is reported 
may authorise an initial investigation to establish the relevant facts. The investigation may be 
conducted by a member of the Cheynes Training Programme Direction Group or by the 
board of directors of Cheynes Management Limited.  
 

The investigator will report their findings to the person to whom the concern or complaint is 
made who will then decide if there is a case to answer and what procedure to follow.  
 

The person or persons against whom a concern or complaint is made will be informed at an 
early stage of the evidence supporting the concern or complaint and they will be allowed to 
respond. The individual raising the concern or making a complaint will be informed of the 
action to be taken.  
 

Should the person conducting any investigation conclude there has been a breach of 
Cheynes Training’s discipline, the person or persons responsible may be subject to 
disciplinary action taken by Cheynes Training. 
 
7.      Records 
 

A written record will be kept of each stage of the procedure. 
 

8.      Reporting of outcomes 
 

The person ruling on the concern or complaint will make a report of the and the subsequent 
actions taken. This record will be signed and dated by the person investigating the incident 
and will be copied to the person raising the concern or making a complaint. In all cases a 
report of the outcome will be made to the board of directors of Cheynes Management Ltd. 
 

9.     Complaints of retaliation as a result of disclosure 
 

Cheynes Training has an obligation to ensure that anyone who raises a concern or makes a 
complaint in good faith and without malice is protected, regardless of whether or not the 
concern or complaint is upheld.  Any person who has raised a concern or made a complaint 
and who feels that, as a result, he or she has suffered adverse treatment should submit a 
further formal complaint detailing what has been done to him or her.  
 

Where it is determined that there is a case that a person raising a concern or making a 
complaint has suffered adverse treatment, harassment or victimisation as a result of his or 
her complaint or concern, a further investigation may take place and disciplinary action may 
be taken against the person responsible in accordance with the relevant procedure. 
 

10.     External action 
 

If, having exhausted the Cheynes Training concerns and complaints procedure, the person 
raising a concern or making a complaint is not satisfied with the response of Cheynes 
Training he or she has the option of taking the matter further by raising it with: 
 

 The board of directors of Cheynes Management limited 

 The National Apprenticeship Service 

 A legal advisor  
 

William Howarth, Programme Director.  July 2016 
 


