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1. Introduction  

Mercedes-Benz Apprentice Academy is committed to providing the best possible service 

that we can. We   recognise  that   customers, employers, and learners  will  sometimes 

feel they  have  cause  to  complain about the service they have received. 

We encourage feedback, including complaints and have developed a complaints policy 

and an associated complaints procedure. Our complaints policy explains our broad 

approach to handling all complaints and our complaints procedure provides clear 

information on how individual complaints are managed, and escalated. 

Reports relating to complaints receive a response in accordance with our policies and 

procedures.  

If you are not  satisfied with the way we have handled your complaint, you can complain 

to the Education and Skills Funding Agency (ESFA) within 3 months of getting a 

decision from the apprentice      academy. 

 

Having fit-for-purpose documented policies and procedures is one part of 

providing learners with a quality service; we also need to make sure the 

processes are being observed and implemented effectively and that we 

continually monitor, review and improve them where necessary.  

 All members of staff at the Mercedes-Benz Apprentice Academy are 

responsible for ensuring the best possible learning experience for every 

learner  

 Managers are responsible for first and second line quality checks to ensure 

that all staff comply with the process    

 The Quality Team will monitor that policies and procedures are being 

followed through the evaluation of observation and discussion activities as 

well as documentation checks 

 The Apprenticeship Programme Principal will monitor the documentary 

evidence 

This process is regularly reviewed and evaluated to ensure it is effective.  This process of 

review and evaluation includes consultation.   

 

2. Scope  

This policy is applicable to customers, employers and learners who feel they would like to 

make a complaint about the services received whilst training or working with Mercedes-

Benz Apprentice Academy.  
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3. Statement of Policy  

3.1 Mercedes-Benz Apprentice Academy aims to solve complaints quickly, fairly and 

effectively. To this end, we:  

 Endeavour to put things right quickly for our customers if they go wrong  

 Keep our customers informed of the progress of the complaint and the 

subsequent results of any investigation 

 Learn from each complaint to improve our future performance  

 Set performance targets for responding to complaints and monitor our 

performance against these targets 

 Advise our customers of their right to appeal if they remain dissatisfied after their 

complaint has been through all stages of the internal complaints procedure 

4. Definitions  

4.1 Complaint – a customer, employer or learner may feel they are not happy with the 

service and they are not satisfied with something we have or have not done; nor 

have we put things right.  

4.2 Customer – a customer is anyone who contacts Mercedes-Benz Apprentice 

Academy and engages our service, or whom is in receipt of a service.  

4.3 Employer – an employer is anyone who is working with Mercedes-Benz 

Apprentice Academy to facilitate the training of an apprentice employed at their 

location.  

4.4 Learner – a learner is someone who currently attends Mercedes-Benz Apprentice 

Academy and is receiving training which will lead to EPA and the completion of 

their apprenticeship.  

5. Complaints Process  

5.1 Any customer, employer, learner or parent/guardian who wishes to make a 

complaint can do so by email (see Appendix Three).  

5.2 Details for the complaints process are outlined in the complaints procedure. Any 

customer, employer, or learner wishing to make a complaint must submit it via 

this form.  

5.3 Mercedes-Benz Apprentice Academy is committed to continuous improvement in 

our service and delivery. We will therefore abide by our service standards for 

complaints:  

 We make it easy and straightforward for you to submit a complaint 
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 We endeavour to respond to all complaints within a reasonable timeframe 

and keep you informed  

 We will ensure you have a full explanation as to the outcome of your 

complaint in a format that suits you 

 We will tell you of any changes that have been made to our services as a 

result of your complaint  

 We will review our complaints policy annually and update it as and when 

needed 

6.    Responsibilities  

6.1 Within their teams, the programme management team and those who are in 

managerial or supervisory roles are responsible for developing and encouraging 

good customer care handling practice, maintaining respectful and professional 

relationships with employers and providing learners with high quality training.  

6.2 It is the responsibility of all members of the apprentice academy who deal with 

customers, employers, or learners to adhere to a standard of excellence and 

comply with the Mercedes-Benz complaints policy.  

7. Communication  

7.1 Our complaints policy is available in hard copy. If you wish to obtain a hard copy, 

please contact the apprentice academy on 01908 245108.  

7.2 Training is provided to all staff to ensure awareness of the complaints procedure 

and a clear understanding of staff responsibility.  

8. Equality and Diversity  

8.1 All customers, employers, and learners have a right to express any dissatisfaction 

they feel as a result of the service they have received courtesy of the apprentice 

academy. All customers, employers, and learners who submit a complaint will be 

considered and treated fairly and without discrimination.  

Please read our Equality, Diversity, and Inclusion Policy  

9. Complaints  

 

9.1 The training provider, Mercedes-Benz, is responsible for the apprentice programme 

and whilst the academy is committed to providing an excellent training service to all 

apprentices, the academy recognises not all apprentices will be completely satisfied 

with the policies and procedures embedded. Any complaint will be taken seriously 

and the academy pledges to investigate all, and any, complaints submitted with 
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integrity and fairness; the academy also strives to learn and use the complaint to 

improve.  

 

9.2 The lead investigator will be dependent on the type of complaint made.  

 

9.3 In the event an apprentice wishes to make a complaint, in the first instance the 

Designated Safeguarding Lead will lead the investigation.  

 

9.4 If the complaint is against the Designated Safeguarding Lead, it will be the 

responsibility of the Quality and Training Team Manager to investigate.  

 

9.5 If the complaint is about the Safeguarding Team then Head of Training, Lee Passmoor, 

will lead the investigation (see Appendix One).  

 

9.6 An apprentice who makes a complaint will be kept appraised of the proceedings; the 

apprentice will be told the investigating lead, the outcome of the complaint raised, 

and whom they can contact should they wish to appeal. The academy aims to resolve 

all complaints as speedily as possible.  In the first instance, complaints should be 

submitted via e-mail to the Apprentice Academy where it will be handled by a 

development coach or trainer.   

 

9.7 If the development coach or trainer cannot resolve the issue then it will escalated to 

the Apprentice Academy Programme Management Team.  

 

9.8 If the Apprentice Academy Programme Management Team is unable to resolve the 

issue, it will be escalated to the Apprenticeship Programme Principle, Helen Taylor, 

for consideration and resolution.  

9.9 We promise to take all complaints seriously. Whether is about the service you 

have received, the framework assessment, the learning experience, the support 

you are receiving or even if it is about a member of staff or the academy itself. We 

will send you an acknowledgement of the complaint within 3 working days. The 

length of time it takes to investigate the complaint varies but we pledge to 

complete all enquiries and resolve all complaints as quickly as possible. In some 

instances, such as more complex complaints, the timescales may need to be 

extended. In this instance, the complainant will be informed in writing and 

provided with the new timescales for dealing with their complaint.  

9.10 You may have a complaint about a decision that directly affects you. For 

example, a learner may wish to complain about an examination result. Should this 

happen, you need to contact the relevant awarding organization and complain 

through their complaints procedure. We will help support you through this. If you 

have any other issue or grievances, please use the complaints procedure (see 
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Appendix Two).   

9.11 At Mercedes-Benz Apprentice Academy we are always pleased to receive 

compliments and complaints because they help us to maintain and improve the 

service we provide to all our customers, employers, and learners.  

9.12 We are also keen to hear any ideas you may have as to how we can adapt 

or improve our services. We facilitate any information you give us as a way to 

improve our services. We will never pass on or divulge any personal information. 

This is protected by GDPR – General Data Protection Regulation.  

Please see Data Protection and GDPR Policy.  

9.13 Should you want to make a complaint, you need to:  

 Complain straight away to the people involved, as they may be able to suggest a 

solution with immediate effect. For example, a learner who wishes to make a 

complaint could raise one with their development coach or trainer.  

 You can register a formal complaint at any stage via email by following “10. 

Complaints Procedure”. Make sure you give as much information as you can. This 

should include, dates, times, places and names.  

 

9.14 Should you feel that the complaint was handled incorrectly, a formal 

complaint can be sent to the Education and Skills Funding Agency (ESFA). The 

apprentice must contact ESFA within 3 months of getting a decision from the training 

provider, Mercedes-Benz; the complaint must be sent to ESFA by either email, or post 

(see Appendix Three).  

 

9.15 The role of ESFA is not to change the academy’s decision about the complaint 

but to ensure that it was handled correctly.1 

 

 

                                                 
1 ESFA Complaints about an Academy - gov.uk  

https://www.gov.uk/government/publications/complain-about-an-academy/complain-about-an-academy
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Appendix One  

Flow Chart to Show Complaints Investigatory Team 
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Appendix Two  

Formal Complaint Form – Apprentices  

Please fill out the form with as much detail as possible.  

Name:  

 

Group: 

Dealer/Retailer:  

 

 

 

Complaint 

Against:  

 

 

 

Reason for the 

complaint:  

 

Give as much detail 
as you can. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What you have 

done so far:  

 

If you have done 
anything to resolve 
the situation. i.e. 
emailing the 
person whom the 
complaint is 
levelled at.  

 

Date:  

 

 

 

Print name:  Signature:  
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        Office use only 

Name of Person/s investigating the complaint:  

 

 

Date investigation started:  

 

 

A copy of this must be kept on file. A copy must be sent to the apprentice, the person to 

whom the complaint is levelled against, and the manager.  

Findings:   

 

 

 

 

 

 

 

Evidence: 

 

I.e. emails, 
witnesses, etc.   

 

 

 

 

 

 

 

Outcome:  

 

 

 

 

Further to be 

taken:  

 

What corrective 
action can be 
taken to ensure 
this does not 
happen again.  

 

 

 

 

 

  

Date:  

 

 

 

Print Name:  Signature:  
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Appendix Three  

Complaints Procedure  

The training provider, Mercedes-Benz, is responsible for the apprenticeship programme. If you are unhappy with the 

service provided by the apprentice academy, we promise to take your complaint seriously and treat it as confidential.  

We also aim to resolve your complaint as speedily as possible.  In the first instance, you should submit your complaint 

via e-mail to the apprentice academy where it will be handled by a development coach or trainer. 

Name 
Apprentice 

Academy 
Email mb.apprentice.academy@mercedes-benz.com  

In the instance that queries or complaints cannot be resolved by the development coach or technical trainer, they will 

be escalated to the Apprentice Academy Programme Management Team for consideration and resolution. 

Name 
Programme 

Management Team 
Email mb.apprentice.academy@mercedes-benz.com  

If the Programme Management Team are unable to answer queries or resolve complaints, they will be escalated to the 

Mercedes-Benz Apprenticeship Programme Principal for consideration and resolution.  

Name Helen Taylor Email helen.taylor@mercedes-benz.com  

Role Mercedes-Benz Apprenticeship Programme Principal 

Following the submission of a complaint, if you do not believe it was handled correctly, you can complain to the 

Education and Skills Funding Agency (ESFA) about how your complaint was handled. You must contact the ESFA within 3 

months of getting a decision from the Training Provider (Mercedes-Benz).  You must email or post your complaint to the 

ESFA Complaints Team. 

Name 
ESFA Complaints 

Team 

Online 

Enquiry  

Form 

Contact the Department for Education (DfE)  

Address Complaints Team  

Education and Skills Funding Agency  

Cheylesmore House  

Quinton Road         

Coventry  

CV1 2WT  

ESFA Complaints Team  

ESFA will acknowledge your complaint within 15 working days and will let you know what will happen next. 

 

If you’re unhappy with the ESFA response 

You can complain directly to the ESFA if you are unhappy with how the ESFA has dealt with your complaint. Write to the 

same address as above.  

 

If you are unhappy with the final outcome, you have the right to complain to an ombudsman which you can find through 

your local MP. 

MP and Lords Registry  

 

Find your MP   

Ombudsman  

 

Parliamentary and Health Service Ombudsman  

 

 

mailto:mb.apprentice.academy@mercedes-benz.com
mailto:mb.apprentice.academy@mercedes-benz.com
mailto:helen.taylor@mercedes-benz.com
https://form.education.gov.uk/service/Contact_the_Department_for_Education
https://members.parliament.uk/FindYourMP
https://www.ombudsman.org.uk/

