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Returning to training following a deferral
Contact will be made with a trainee returning to training following a 
deferral 6 weeks before the commencement date. This will start the 
following actions:

	� Secure placement school.
	� Arrange induction before the placement begins.
	� Arrange training updates on any course requirements.
	� Arrange any adjustments if required.

If there is no response the provider will withdraw the trainee from the course.

Withdrawing from the course
A trainee may wish to withdraw their place on the course at any time.  
They will be eligible for the costs as laid out by student finance. Any 
privately funded course fees would be charged at the same rate as 
student finance. 
If a trainee wishes to withdraw from the course they will need to let the 
ITT lead know in writing using the ‘withdrawal form’. The ITT lead will 
meet with the trainee to hold an exit meeting which will be recorded.
The trainee will need to compete a withdrawal process and return all 
property owned by CTG and ITT Hub to the training centre and all 
school property to the placement school.  If the trainee is a PGCE 
student, they will need to return their student card and any borrow 
items from the university. The trainees Google account will be frozen 
from the date of the withdrawal.  If the trainee wishes to keep files on 
their Google suite then the account will be re-opened for 2 weeks and 
then suspended / deleted after this date.
Trainees who have withdrawn from CT would not be considered for 
training in future years.

CTG and ITT Hub withdrawing trainees
There are situations where CTG would withdraw a trainee from the 
course. This would be for:

	� Non payment of fees.
	� Not meeting conditions set on an offer letter.
	� Safeguarding concerns - in this instance CTG would notify 

appropriate bodies such as the Teaching Regulatory Agency.
	� Non attendance and non communicative for 20 days.
	� Breaching the code of conduct such as cheating.
	� Director of ITT to inform this outcome in writing.

Complaints
If a trainee considers any aspect of his or her assessment on the 
course to be unfair, the matter should be referred following the policies 
and procedures set out below.

Complaints and Academic Appeals
A trainee may be dissatisfied by an issue that has arisen on the training course. There are two processes for dealing with trainee’s dissatisfaction:

	� Complaint
	� Academic appeal

Complaints and academic appeals may arise in any provider. Trainees may raise issues which do not fall neatly into the above categories of 
either complaint or academic appeal. Where this occurs, good practice will be followed to tell the trainee which specific issues will be considered 
under which specific procedure and to direct the trainee to the alternative appropriate procedure, for example, the academic appeals procedure, 
for the remaining issues.

Complaints Procedure
A trainee has the right to make a complaint if they are unhappy with 
any aspects of the course.  This procedure follows the good practice 
guide from the OIA and follows consumer law.  If the complaint is 
regarding an assessment award, then the Academic Appeal procedure 
in the next section of the handbook will apply.  This procedure is for 
dissatisfaction with the course offer. All processes as set out in this 
section and deadlines must be met for the complaint to be successfully 
investigated and heard. 

What is a complaint?
A complaint is “an expression of dissatisfaction by one or more trainees 
about a provider’s action or lack of action, or about the standard of 
service provided by or on behalf of the provider.” It can also be an 
“expression of a specific concern about matters that affect the quality 
of a trainee’s learning opportunities.”

Who can complain?
	� Only trainees who are currently enrolled onto the course can 

complain.  A trainee may be supported during the procedure by a 
third party such as a union representative or advisor.  

	� Group complaints - if an issue affects several trainees a “group 
complaint” can be submitted.  In such circumstances, the 
provider will ask the group to nominate only one trainee to act as 
the group’s representative. The provider will communicate only 
through the elected representative and expect him or her to liaise 
with the other trainees.

	� Anonymous complaints will not be accepted.  The terms of the 
complaints procedure are robust and thorough, therefore any 
anonymous complaints would not be appropriate. 

BSTP
Bedfordshire Schools’ 
Training PartnershipTRAINING GROUP
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Examples of complaints
	� Failure by the provider to meet obligations including those 

outlined in the Mentor & Trainee handbook, PGCE Handbook or 
Management Handbook.

	� Misleading or incorrect information in prospectuses or promotional 
material and other information provided by the provider. 

	� Concerns about the delivery of a programme, teaching or 
administration including, where applicable, that provided by a 
partner provider. 

	� Poor quality of facilities, learning resources or services provided 
directly by the provider. 

	� Complaints involving other organisations or contractors providing 
a service on behalf of the provider.

Complaints involving other organisations  
or contractors who provide a service  
on behalf of the provider 
A trainee may wish to make a complaint about the service provided by 
another organisation such as a placement provider. It is good practice 
to advise the trainee to contact the appropriate organisation directly 
following the school placement procedures.  
Trainee’s should be able to complain directly to the provider about a 
service provided by another organisation, for example, a placement 
provider, where the trainee feels that this has impacted on his or her 
learning experience. 
If a provider needs to make enquiries to an outside organisation 
when investigating a complaint, it should take care to comply with 
data protection legislation and the provider’s guidance on handling 
personal information.

Complaints about staff 
Complaints by trainees about staff can be difficult to handle as there 
may be a conflict of interest for the staff investigating the complaint. 
When complaints are raised against staff it is essential that the 
investigation is conducted by an individual who is independent of the 
situation. 
Where this occurs, appropriate support will be provided to the trainee 
and the member of staff who the complaint is against. Complaints of 
this nature will be dealt with sensitively and in a timely manner in the 
best interests of both parties. 

Issues not typically dealt with  
by the complaints procedure

	� A concern about a decision made by an academic body regarding 
trainee progression, academic assessment and awards - for 
these situations, the Academic Appeals procedure will be used. 

	� Dissatisfaction about the outcome of an academic misconduct or 
disciplinary process..

	� A concern regarding a decision made under other specific 
regulations, such as fitness to practise - the complaint falls within 
Crozon’s own complaints procedure.

	� Any matters relating to the trainee Loans Company, which has its 
own complaints procedures and should be followed accordingly. 

What to do when receiving a complaint
On receipt of a formal complaint, an initial evaluation will be 
undertaken to check that the complaint has been submitted under the 
right procedures, within any deadlines, and in the required format. This 
might result in: 

	� The trainee being referred to a different procedure. 
	� The complaint being rejected, for example, because it is submitted 

late. 
	� The complaint proceeding to formal consideration. 
	� Referral to conciliation or mediation.

Acting on a complaint
Some complaints may require particularly swift action to be taken and 
these will be fast tracked. These may include, but are not limited to: 

	� Complaints involving a threat of serious harm. 
	� Cases where the impact of the issues raised has detrimental 

consequences for the trainee’s mental health or where the trainee 
displays significant distress. 

	� Complaints relating to disability support issues of serious and 
repeated service failure and/or significant delay. 

	� Issues of a highly sensitive nature.

Who will manage the complaint
After the initial evaluation, if a complaint is accepted for consideration, 
it will be allocated to a member of staff who has had no previous 
involvement in the matter. Therefore, complaints will be heard and 
followed up at each stage by independent staff.  
The hierarchy of who the complaint will be allocated to will be done by 
the office manager as follows.  If it is not possible to find a member of 
staff with little or no previous involvement, staff from another hub may 
be asked to investigate / hear the complaint.
Lead mentor → Deputy ITT Lead → ITT Lead → Deputy Director 
of ITT → Director of ITT → Appeals Committee comprising three 
nominated Trustees.  
If the complaint is in connection to a member of staff outlined within this 
hierarchy, then the higher level of leadership will be the next person to 
investigate / hear the complaint. 

Stages 
The complaints procedure comprises of the following stages:

	� Opportunity for early resolution at a local level. 
	� A formal stage for investigation and determination of the 

complaints.
	� A review stage.

Early resolution 
Early resolution is designed to address straightforward concerns swiftly 
and locally, before a trainee escalates them into a formal complaint. 
This might include, for example, a face to face discussion with the 
trainee, or asking an appropriate member of staff, or mediator, to deal 
with the matter. 
Where proportionate, the member of staff will write to the trainee 
setting out the outcome. This will take place no later than two weeks 
following the date of the resolution meeting.

The formal stage 
The formal stage is used where a trainee is dissatisfied with the 
outcome of early resolution, or where early resolution is not possible 
or suitable due to the character, complexity or seriousness of the 
complaint. 
The formal stage should normally be dealt with by staff who have not 
been involved previously, and may include mediation or conciliation 
where appropriate. The member of staff who completes the formal 
stage will write to the trainee setting out the outcome of the conclusion 
at this stage. 

The review stage
The review stage is where the trainee can appeal to a higher body 
within the provider for a review of the process of the formal complaint 
to ensure that appropriate procedures were followed and that the 
decision was reasonable. 
This stage does not necessarily require a reconsideration of the issues 
raised. The member of staff who completes the review stage will write 
to the trainee setting out its decision at the conclusion of this stage. 
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Mediation and conciliation
Mediation and conciliation are usually voluntary processes where an 
impartial, independent third party helps parties in a dispute resolve 
issues confidentially. The conciliator should be impartial and should 
not take sides. The parties in dispute are responsible for deciding 
how to resolve the dispute, not the conciliator. In some situations of 
conciliation, the conciliator gives an opinion about what is a reasonable 
resolution. 
Using mediation or conciliation during the early resolution stage can 
help both parties to understand what is driving the concern and may 
be more likely to result in a swift and mutually satisfactory conclusion 
being reached. 
Where both the provider and the trainee agree to mediation or 
conciliation in the formal stage of considering a complaint they should 
agree to revised timescales. All parties need to be clear about the 
scope of the mediation or conciliation process, how the arrangement 
fits with other procedures, and whether the parties are expected to 
agree in advance to accept the solution offered by the conciliator. It 
may be necessary to restart the formal process if agreement cannot 
be reached

Early resolution
How to make a complaint at the early resolution stage
A trainee will submit a complaint by e-mail to admin@ctg.ac.uk and 
must clearly outline their concerns and provide evidence (if applicable), 
using the complaints form. 
Trainees may appoint a representative to submit the complaint or 
academic appeal for them. The most appropriate staff member to hear 
the complaint will be selected using the hierarchy algorithm in this 
process.

Deadline for raising an early resolution complaint 
Early resolution complaints must be made within one month following 
when the issue or concern has arisen.

Who will carry out the early resolution
A member of staff who has not had any previous involvement and is 
appropriately senior to the details of the complaint will carry out the 
early resolution process.

Process
A face to face meeting will be arranged in order to work through the 
complaint.  Mediation or conciliation may be agreed following this 
meeting. It would be hoped that a suitable resolution could be reached 
removing the dissatisfied feelings for the trainee.

Completion of the early resolution stage
The member of staff who dealt with the early resolution will write to 
the trainee providing an outcome not later than one week following the 
meeting date.

What to do if a resolution is not possible to be reached
Where it is clear that early resolution is not appropriate or possible, 
the complaint raised will need to proceed to the formal stage as per 
the process detailed below.  This must take place no later than one 
week following the outcome communication of the early resolution 
stage. If the trainee does not take the matter within the time-frame a 
“Completion of Procedures ” letter will be sent notifying the trainee that 
the matter is now closed.

The Formal Stage
How to make a complaint at the formal stage
A trainee must submit their complaint by e-mail to admin@ctg.ac.uk 
and must fully complete the complaints form. Trainees may appoint a 
representative to submit the complaint for them. The most appropriate 
staff member to hear the complaint will be selected using the hierarchy 
algorithm in this process.

Trainees must clearly and succinctly set out their concerns and provide 
any evidence to substantiate the issues raised (where possible). An 
investigation will gather information, but it is reasonable to expect 
trainees to obtain and provide evidence relevant to their complaint. 
Guidance on the types of evidence that may be required includes: 

	� Medical evidence
	� Reports by professionals
	� Financial information 
	� Witness statements

Trainees may indicate that they wish their complaint or elements within 
it (for example, a statement from a witness or medical evidence) to 
remain confidential. All complaints need to be managed in a confidential 
and sensitive way. However, it may be necessary to ask staff involved 
in the complaint to comment on or respond to the statements made. 

Elements of a complaint that can be kept confidential are
	� Where a trainee provides a corroborating statement in support 

of a complaint about a member of staff and wishes his or her 
name to be removed from the statement when it is shown to that 
member of staff.

Deadline for raising a complaint at the formal stage
Raising a complaint for the formal stage must be made no later than 
one month following when the issue has arisen or two weeks following 
the outcome of the early resolution meeting.

Who will carry out the formal stage
A member of staff who is senior to the member of staff who carried 
out the early resolution will undertake the formal investigation. If the 
complaint has entered straight at the formal review stage; a member 
of staff who is senior to the details of the complaint will carry out the 
formal investigation.

Investigation
The member of staff receiving the complaint at the formal stage will 
carry out a full investigation recording findings on investigation form. 
The member of staff may need to gather further information from the 
complainant or staff connected with the complaint and may talk to key 
staff or other trainees and consider documents and other evidence. The 
staff member will produce a report based on his or her investigations 
which outlines the process followed, the information gathered, the 
conclusions drawn and any recommendations. 

Meeting the trainee as part of the investigation
In some circumstances it may be beneficial for the member of staff to 
meet with the trainee.  48 hours minimum notice should be provided to 
convene such a meeting with a clear agenda and attendees (using the 
agenda and minute form).  The trainee may wish to bring a friend or 
representative for support who would be allowed to advise the trainee 
but not to speak on the trainee’s behalf.

Investigation time-frame
The investigation stage can take a maximum of 10 working days to be 
completed.  If for any mitigating circumstances the time-frame can not 
be met then the complainant must communicate in writing the reasons 
and new time-frame which must be reasonable. 

Decision making
The member of staff who is dealing with the formal stage will decide on 
the outcome, they may wish to refer the report to a senior member of 
staff for the recommendation to be agreed.  
The outcomes can be:

	� Upheld which would result in internal follow up action. Where a 
complaint is upheld, an explanation of  how and when any remedy 
will be implemented an apology may be included if suitable.

	� Not upheld with no further action.
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Completion of the formal stage
The member of staff receiving the complaint at the formal stage will 
write to the complainant no later than 2 weeks following the outcome 
of the investigation. 
The trainee or their representative will receive copies of the information 
considered and a copy of the investigation report. The final letter will 
state the outcome of the formal stage, including any decision to reject 
the complaint giving a clear explanation of and outline the reasons for 
each decision in straightforward language. 
The letter will end with next steps, as set out below. If the complaint 
has been rejected, for example because it has been submitted late, we 
will issue a Completion of Procedures letter

What to do if the trainee is not satisfied  
with the outcome of the formal stage?
Where the trainee is not satisfied by the outcome of the formal stage 
the trainee may proceed to the final stage which is the review  stage. 
This must be done no later than 2 weeks following the communication 
of the formal stage letter. If the trainee does not take the matter within 
the time-frame a “Completion of Procedures” letter will be sent notifying 
the trainee that the matter is now closed.
 
The Review Stage
What grounds can a review be requested
If a trainee is dissatisfied with the outcome of the formal stage, he or 
she can request a review. The review stage will not consider the issues 
afresh or involve a further investigation. A complaint must have been 
considered at the formal stage before it can be escalated to the review 
stage. A request for a review may be made on the following grounds

	� A review of the procedures followed at the formal stage. 
	� A consideration of whether the outcome was reasonable. 
	� New material evidence which the trainee was unable, for valid 

reasons, to provide earlier in the process.

How to make a complaint at the review stage
A trainee must submit a complaint by e-mail to admin@ctg.ac.uk 
completing the request for review form. Trainees may appoint a 
representative to submit the complaint or academic appeal for them. 
The most appropriate staff member to hear the complaint will be 
selected using the hierarchy algorithm in this process.

Deadline to escalate to the review stage
If a trainee wishes to have their formal complaints referred to the 
review stage this must be made 2 weeks following the outcome of the 
formal stage letter.

Who will carry out the review stage
A member of staff who has not had involvement at the formal review 
stage and is senior to the details of the complaint 

Procedure
It is important to be clear from the start of the review stage exactly 
what is being reviewed, and to ensure that both the reviewer and 
the trainee understand the purpose and scope of the review. If the 
trainee’s expectations appear to exceed the scope of the review stage, 
this will be explained to the trainee as soon as possible in writing in 
order to manage expectations about possible outcomes. The member 
of staff receiving the complaint at the review stage will review the full 
investigation to ensure that  the process of the formal complaint had 
been followed and that the decision was reasonable. This stage will 
not require a reconsideration of the issues raised. If new evidence 
has been submitted the member of staff will investigate this and draw 
conclusions in the same fashion as the formal stage. 

Review time-frame
The review stage can take a maximum of 10 working days to be 
completed.  

Decision making
The member of staff who is dealing with the review stage will decide 
the outcome as below:

	� All procedures were followed fully and thoroughly as set out in the 
management handbook.

	� The decision was reasonable (further information to be presented 
to the trainee in order the help them understand the reasons why 
the decision had been met).

	� Procedures were not followed fully, a further formal review stage 
will be started with an independent member of staff.

	� The decision was not reasonable and a new decision will be 
allocated.

	� If new material has been submitted, the decision of this will be 
detailed following the procedure in the formal stage.

Completion of the review stage
The member of staff receiving the complaint at the review stage will 
write to the complainant no later than 2 weeks following the outcome 
of the review issuing a “Completion of Procedures” letter and detailing 
the above decision. 

What to do if the trainee is not satisfied  
with the outcome of the review stage?
There are no further stages to hear a complaint.  If the trainee remains 
not satisfied by the outcome of the review stage then they can submit 
a complaint to the OIA following the procedures as set out by the OIA. 
This must be done within 12 months of the date of the “Completion of 
Procedures” letter. The trainee must take into account the remedy they 
are seeking and if this is time sensitive.

Time-frames not being met to report a complaint
Discretion will be exercised where there is good reason, supported by 
evidence, for late submission of a complaint or academic appeal. CTG 
and ITT hubs will be mindful of their obligations under the Equality Act 
when considering whether there are exceptional reasons to accept a 
complaint or academic appeal outside the normal time limit, or whether 
it would be reasonable to make adjustments to the provider’s normal 
procedures. Advice should be sought from the provider’s HR team 
where appropriate. It is good practice to document cases where late 
submission is accepted.
Got to Page 14 of https://www.oiahe.org.uk/media/1859/oia-good-
practice-framework.pdf
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Academic Appeal
What is an academic appeal?
“A request for a review of a decision of an academic body charged with 
making decisions on trainee’s progress, assessment and awards.” 
An academic appeal relates to the outcome of an assessment or 
examination, or a trainee’s progression, and may be based on: 

	� A procedural irregularity in the assessment process. 
	� Bias or perception of bias. 
	� Mitigating (extenuating) circumstances where, for good reason, 

the academic body was not made aware of a significant factor 
relating to the assessment of a trainee when it made its original 
decision.

What does not meet the criteria of an academic appeal
	� Where a trainee questions the exercise of academic judgement, 

that is, the decision made by academic staff on the quality of the 
work itself or the criteria being applied to mark the work (rather 
than the administrative marking process) .

	� Where a trainee disagrees with the conclusions reached by 
the individual or panel which considered his or her mitigating 
(extenuating) circumstances.

How to make an academic appeal
A trainee must submit an academic appeal by e-mail to admin@ctg.
ac.uk completing the academic appeals form. Trainees may appoint a 
representative to submit the academic appeal for them.
Trainees must set out their concerns clearly and succinctly and 
provide evidence to substantiate the issues raised where possible. 
An investigation will gather information, but it is reasonable to expect 
trainees to obtain and provide evidence relevant to their academic 
appeal. Guidance on the types of evidence that may be required 
includes: 

	� Medical evidence
	� Reports by professionals
	� Financial information 
	� Witness statements

Trainees may indicate that they wish their academic appeal or elements 
within it (for example, a statement from a witness or medical evidence) 
to remain confidential. All complaints and academic appeals need to 
be managed in a confidential and sensitive way. However, it may be 
necessary to ask staff involved in the complaint or academic appeal 
to comment on or respond to the statements made. Elements of a 
complaint that can be kept confidential are:

	� Where a trainee provides a corroborating statement in support of 
a complaint about a member of staff and wishes his or her name to 
be removed from the statement when it is shown to that member 
of staff.

Who can make an academic appeal
	� Only trainees enrolled onto the course can complain.  A trainee 

may be supported by a third party such as a union representative 
or advisor.  

	� An anonymous request for an academic appeal will not be 
permitted.  

Acting on the academic appeal
Some academic appeals may require the provider to take particularly 
swift action. These may include, but are not limited to:

	� Cases where the impact of the issues raised has detrimental 
consequences for the trainee’s mental health or where the trainee 
displays significant distress

	� Cases where external time limits apply for example in meeting 
regulatory requirements for the completion of professional 
courses.

What to do when receiving an academic appeal 
On receipt of an academic appeal an initial evaluation will be undertaken 
to check that the appeal submitted is under the right procedures, within 
any deadline, and in the required format. This might result in: 

	� The trainee being referred to a different procedure. 
	� The complaint being rejected, for example because it is  

submitted late. 
	� The complaint proceeding to formal consideration. 

Who will manage the appeal
The member of staff will be some who has not had previous involvement.  
Therefore, appeals will be heard and followed up at each stage by 
independent staff.  The hierarchy of who the appeal will be allocated to 
by the office manager is as follows.  If it is not possible to find a member 
of staff with little or no involvement, staff from another hub may be 
asked to hear the complaint.
Lead mentor → Deputy ITT Lead → ITT Lead → Deputy Director 
of ITT → Director of ITT → Appeals committee comprising three 
nominated Trustees.  
If the complaint is about a member of staff within this hierarchy  
then the higher level of leadership will be the next person to receive 
the complaint. 

Stages 
The academic appeals procedure comprises of the following stages:

	� An informal early resolution stage.
	� A formal stage for the investigation and determination of academic 

appeals. 
	� A review stage.

Early resolution 
Academic appeals may not be readily amenable to early resolution 
because the core academic judgement will not be open to challenge. 
We aim to follow good practice and give trainees an opportunity to seek 
clarification of an assessment or examination board’s decision, or to 
discuss their concerns with a nominated member of staff following the 
publication of results. Where appropriate and proportionate the trainee 
should be provided with a written outcome.

The formal stage 
The formal stage is used where a trainee is dissatisfied with the 
outcome of early resolution, or where early resolution is not possible 
or suitable due to the character, complexity or seriousness of the case. 
The formal stage should normally be dealt with by people who have 
not been involved previously. The member of staff who completes the 
formal stage will write to the trainee setting out the outcome at the 
conclusion of this stage 

The review stage
The review stage is where the trainee can appeal to a higher body within 
the provider for a review of the process of the academic appeal to ensure 
that appropriate procedures were followed and that the decision was 
reasonable. This stage does not necessarily require a reconsideration 
of the issues raised. The member of staff who completed the review 
stage will write to the trainee setting out its decision at the conclusion 
of this stage.

Early Resolution
It may be appropriate for the member of staff hearing the academic 
appeal to manage the process with the early resolution stage. The 
member of staff allocated the academic appeal will make the decision 
what stage the appeal can be managed in. 

Who will carry out the early resolution
A member of staff who has not had previous involvement. 
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Deadline
Early resolution academic appeals must be made no later than two 
weeks of the academic award to ensure outcomes fall before the final 
exam boards.

Process
A meeting will be set up face to face in order to work through the 
complaint.  Mediation or conciliation may be agreed to follow this 
meeting. It would be hoped that a suitable resolution could be reached 
removing the dissatisfied feelings for the trainee.

Completion of the early resolution stage
The member of staff dealing with the early resolution will write to the 
trainee not later than 2 week following the meeting date of the outcome

What to do if a resolution is not possible to be reached
Where it is clear early resolution is not appropriate or possible the 
appeal will be dealt with in the formal stage as per the process detailed 
below. If the resolution stage has preceded this the formal stage must 
take place no later than 2 weeks following the outcome communication 
of the early resolution stage. 

The Formal Stage
How to make an academic appeal at the formal stage
A trainee must submit an academic appeal by e-mail to admin@ctg.
ac.uk completing the academic appeal form. Trainees may appoint 
a representative to submit the academic appeal for them. The most 
appropriate staff member to hear the complaint will be selected using 
the hierarchy algorithm in this process.
Trainees must set out their concerns clearly and succinctly and 
provide evidence to substantiate the issues raised where possible. 
An investigation will gather information, but it is reasonable to expect 
trainees to obtain and provide evidence relevant to their complaint. 
Guidance on the types of evidence that may be required includes 

	� Medical evidence
	� Reports by professionals
	� Financial information 
	� Witness statements

Deadline for raising an academic appeal at the formal stage
Raising an academic appeal for the formal stage must be made 2 
weeks following when the academic result has been published or one 
week following the Early Resolution stage. 

Who will carry out the formal stage
A member of staff who has not been involved previously and is senior 
to the member of staff who carried out the early resolution.

Investigation of an academic appeal
The member of staff receiving the academic appeal at the formal stage 
will carry out a full investigation recording findings on investigation 
form. The member of staff may need to gather further information 
from the complainant or staff connected with the academic award 
and consider documents and other evidence. The staff member will 
produce a report based on his or her investigations which outlines the 
process followed, the information gathered, the conclusions drawn and 
any recommendations. 

Meeting the trainee as part of the investigation
In some circumstances it may be beneficial for the member of staff to 
meet with the trainee.  48 hours minimum notice should be provided to 
convene such a meeting with a clear agenda and attendees (using the 
agenda and minute form).  The trainee may wish to bring a friend or 
representative for support who would be allowed to advise the trainee 
but not to speak on the trainee’s behalf.

Investigation time-frame
The investigation stage can take a maximum of 10 working days to 
be completed.  If for any mitigating circumstances the time-frame can 
not be met then the complainant must be written to communicate the 
reasons and new time-frame which must be reasonable. 

Decision making
The member of staff who is dealing with the formal stage will decide 
on the outcome, they may wish to refer the report to a senior member 
of staff for the recommendation to be agreed.  The outcomes can be:

	� Upheld which would result in a re-assessment of the trainee. 
Where a appeal is upheld, an explanation of  how and when 
any remedy will be implemented,an apology may be included if 
suitable.

	� Not upheld with no further action.

Completion of the formal stage
The member of staff receiving the academic appeal at the formal 
stage will write to the complainant no later than 2 weeks following 
the outcome of the investigation. The trainee or their representative 
will receive copies of the information considered and a copy of the 
investigation report. The final letter will state the outcome of the formal 
stage, including any decision to reject the academic appeal giving 
a clear explanation of and outline the reasons for each decision in 
straightforward language. The letter will end with any next steps open to 
the trainee if they remain dissatisfied, as set out below. If the complaint 
has been rejected, for example because it has been submitted late, we 
will issue a Completion of Procedures letter.

What to do if the trainee is not satisfied  
with the outcome of the formal stage?
Where the trainee is not satisfied by the outcome of the formal stage 
the trainee may proceed to the final stage which is the review stage. 
This must be done no later than 2 weeks following the communication 
of the formal stage letter. If the trainee does not take the matter within 
the time-frame a “Completion of Procedures” letter will be sent notifying 
the trainee that the matter is now closed.
 
The Review Stage
What grounds can a review be requested
If a trainee is dissatisfied with the outcome of the formal stage, he or 
she can request a review. The review stage will not consider the issues 
afresh or involve a further investigation. An academic appeal must have 
been considered at the formal stage before it can be escalated to the 
review stage. A request for a review may be on the following grounds

	� A review of the procedures followed at the formal stage. 
	� A consideration of whether the outcome was reasonable. 
	� New material evidence which the trainee was unable, for valid 

reasons, to provide earlier in the process.

How to make an academic appeal at the review stage
A trainee must submit an academic appeal by e-mail to admin@ctg.
ac.uk completing the request for review form. Trainees may appoint a 
representative to submit the complaint or academic appeal for them. 
The most appropriate staff member to hear the complaint will be 
selected using the hierarchy algorithm in this process.

Deadline to escalate to the review stage
If a trainee wishes to have their formal stage academic appeal referred 
to the review stage this must be made 2 weeks following the outcome 
of the formal stage letter.

Who will carry out the review stage
A member of staff who has not had involvement at the formal review 
stage and is senior to the details of the complaint. 
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Procedure
It is important to be clear from the start of the review stage exactly 
what is being reviewed, and to ensure that both the reviewer and the 
trainee understand the purpose and scope of the review. If the trainee’s 
expectations appear to exceed the scope of the review stage, this will 
be explained to the trainee as soon as possible in writing in order to 
manage expectations about possible outcomes. 
The member of staff receiving the academic appeal at the review stage 
will review the full investigation to ensure that  the process of the formal 
complaint had been followed and that the decision was reasonable. 
This stage will not require a reconsideration of the issues raised. If new 
evidence has been submitted the member of staff will investigate this 
and draw conclusions in the same fashion as the formal stage. 

Review time-frame
The review stage can take a maximum of 10 working days to be 
completed.  

Decision making
The member of staff who is dealing with the review stage will decide 
the outcome as below:

	� All procedures were followed fully and thoroughly as set out in the 
management handbook.

	� The assessment was accurate (further information to be presented 
to the trainee in order the help them understand the reasons why 
the decision had been met).

	� Procedures were not followed fully, a further formal review stage 
will be started with an independent member of staff.

	� The assessment was not accurate, a new assessment will be 
made of the trainee. 

	� If new material has been submitted, the decision of this will be 
detailed following the procedure in the formal stage.

Completion of the review stage
The member of staff receiving the academic appeal at the review stage 
will write to the trainee no later than 2 weeks following the outcome of 
the review issuing a “Completion of Procedures” letter and detailing the 
above decision. 

What to do if the trainee is not satisfied  
with the outcome of the review stage?
There are no further stages to hear an academic appeal.  If the trainee 
remains not satisfied by the outcome of the review stage then they can 
submit a complaint to the OIA following the procedures as set out by the 
OIA. This must be done within 12 months of the date of the “Completion 
of Procedures” letter. The trainee must take into account the remedy 
they are seeking and if this is time sensitive.

Considerations to be made for all complaints  
and academic appeals

	� Complaints and academic appeals should be handled with an 
appropriate level of confidentiality,  with information released 
only to those who need it for the purposes of investigating or 
responding to the complaint or academic appeal. No third party 
should be told any more about the investigation than is strictly 
necessary in order to obtain the information required from them.

	� Where a trainee has made a complaint about another trainee or a 
member of staff, the trainee bringing the complaint should be told 
the outcome. However, it may not be appropriate to share specific 
details affecting the other trainee or staff member, particularly 
where disciplinary action is being taken. It is important that this 
is explained to the trainee at the earliest opportunity in order to 
manage expectations.

Managing behaviour
The expectation that trainees, their representatives and staff members 
should act reasonably and fairly towards each other, and treat the 
processes themselves with respect; and that the provider has a 
responsibility to protect its staff against unacceptable behaviour. 

Unacceptable behaviour
If behaviour is deemed unacceptable the trainee may be restricted to 
access to staff or procedures may be restricted. 

Notifying a trainee of restricted access
The trainee will be written to in order to inform the trainee of a decision 
to restrict access, and the procedures for reviewing such a decision.

Supporting the trainee
Trainees will be directed to the Education Support Service which is 
free of charge.  (08000 562 561) 
www.educationsupport.org.uk/helping-you/telephone-support-
counselling

Making reasonable adjustments
It is good practice to ensure that procedures are available to all 
trainees in accessible formats. Cases must be considered on a case 
by case basis and whether reasonable adjustments are needed to be 
made to procedures to take account of the individual needs of trainees. 
Records must be kept of any adjustments which have been made.

Frivolous or vexatious complaints  
and academic appeals 
Examples of such complaints and academic appeals include: 

	� Complaints or academic appeals which are obsessive, harassing, 
or repetitive. 

	� Insistence on pursuing non-meritorious complaints or academic 
appeals and/or unrealistic, unreasonable outcomes. 

	� Insistence on pursuing what may be meritorious complaints or 
academic appeals in an unreasonable manner. 

	� Complaints or academic appeals which are designed to cause 
disruption or annoyance. 

	� Demands for redress which lack any serious purpose or value.
If the complaint/academic appeal is deemed frivolous or vexatious the 
process will be terminated. The trainee will be notified of this outcome 
in writing, explaining why it is terminating consideration of the matter. 
The trainee can appeal against the decision within 2 weeks of receiving 
the termination letter to the Director of ITT

Recording concerns, complaints  
and academic appeals
Records will be kept of complaints that reach the formal and review 
stage, using the data for analysis and review. Personal information 
will be removed so that trainees can not be identified. Where it is not 
possible to record information about a complaint or academic appeal 
without identifying the trainee (for example because the cohort is very 
small) care should be taken to ensure that only the bare minimum of 
information is recorded.

Reviewing and taking action from  
complaints and academic appeals
Each Hub’s complaints and academic appeals will be monitored with 
headline figures provided to the Trustees TSH and ITT committee.  
Where policies and procedures need to be altered or introduced this 
will take place mid year, with all relevant communication to those 
whom it will affect.  Changes to the Mentor & Trainee handbook or 
Management Handbook will be made for the following year. 
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