Primeast complaints procedure
CALL OR
EMAIL
Ask to speak to the
apprenticeship
manager David
Evans. He can be
contacted on:
01423 531083
OR
Send an email to:
complaints@primeast.com

EXPLAIN

INVESTIGATE

RESOLVE

CHECK

Explain your issue
in detail. We will
listen and make
notes. If you have
any evidence such
as documents or
email, please copy
and forward these
to us. An accurate
record of times,
dates and events
will assist us
greatly.

The apprenticeship
manager will
investigate your
complaint and get
back to you by
phone or email with
10 working days. If
necessary we will
escalate your
complaint to our
managing director
Russell Evans.

Our objective is to
resolve your issue
as soon as we can
or apologise and
accept we
underperformed on
this occasion. We
will then adapt our
process or
behaviour to
improve in future.

We will always
check back with
you to ensure you
are satisfied with
the resolution and
the way we handled
your complaint. If
you are not you can
take your complaint
to ESFA. (Please
see the next page
for information how
to do that.)

Target duration 28 days
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If you’re unhappy with the outcome
If you are not satisfied with how we have dealt with your complaint or the outcome of response. You can do the following:
You can complain to the Education and Skills Funding Agency (ESFA) about how your complaint was handled as long as your organisation is
one of the following:
- a further education college
- a learning organisation that offers qualifications or apprenticeship schemes
- a sixth form college that is not an academy
- a learning organisation that offers courses for people who are under 25 and have a learning disability
The ESFA does not deal with complaints about employment issues (for example, a problem with your contract if you’re working as an
apprentice). There’s a different procedure if your complaint was with an academy. You must contact the ESFA within 12 months after the issue
happened.
Email or post your complaint to the ESFA complaints team.
complaints.ESFA@education.gov.uk
Complaints team
Education and Skills Funding Agency
Cheylesmore House, Quinton Road
Coventry
CV1 2WT
The ESFA will reply to let you know what will happen next. If you’re unhappy with the ESFA response you can contact the Department for
Education if you’re unhappy with how the ESFA has dealt with your complaint.
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