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       The CIPD Complaints Policy and Procedure for End Point Assessments Post Gateway 

 
1. Introduction and scope 
 
The CIPD is an End Point Assessment Organisation (EPAO) registered on the Education and 
Skills Funding Agency’s Register for: 
  

 Level 3 Apprenticeship Standard - HR Support 

 Level 5 Apprenticeship Standard - HR Consultant/Partner 

 Level 3 Apprenticeship Standards - L&D Practitioner 

 Level 5 Apprenticeship Standards - L&D Consultant/Partner 
 

As a registered EPAO, the CIPD is subject to external quality assurance by Open Awards (HR 
Standards) and Ofqual (L&D Standards), on behalf of the Institute for Apprenticeships and 
Technical Education.   
 
This policy covers the delivery of the CIPD end-point assessments (EPA) and should be 
referenced by the CIPD staff, training providers, apprentices and the CIPD external contractors. 
 
The policy is designed to: 
 

 protect apprentices who are registered with CIPD for EPA 

 help ensure the CIPD comply with all relevant legislation and guidance 

 help improve and refine CIPD products and services 
 
The purpose of the policy is to:  
 

 clarify the complaints process and timelines with details of the roles and responsibilities of 
complainants, the CIPD and external regulatory bodies if applicable 

 explain the steps the CIPD will follow to investigate the complaint and come to a decision. 
 
 
2. The CIPD jurisdiction 

 
The CIPD contracts with apprenticeship training providers who are listed on the UK Register of 
Learning Providers to provide an independent assessment service at the end of an apprentice’s 
training.  This independent assessment is to confirm that occupational competence has been 
achieved. The CIPD has jurisdiction to consider complaints from any apprentice who has been 
registered to take an EPA with the CIPD and has passed the Gateway process. 
 
The CIPD as an EPAO does not have jurisdiction to consider complaints from apprentices about 
the terms and conditions relating to their employment and job role, nor over any aspects of the 
training programmes in terms of developing the appropriate level of knowledge, skills and 
behaviour required to reach the relevant apprenticeship standard. 
 
Should an apprentice undertake a CIPD qualification as part of the apprenticeship programme 
and wishes to make a complaint regarding the qualification or study centre, they should follow the 
CIPD qualification complaints policy. 
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3. Definition 
 
Complaints are defined as formal expressions of concern or dissatisfaction with a service 
provided, or lack of a service, the application of our policies and/or the outcome or decision the 
CIPD have made relating to the CIPD EPA.   
 
The stages of the complaints process, the CIPD action and timelines are summarised in Annex 1. 
 
 
4. Who can make a complaint? 
 
Formal complaints can be submitted by: 
 

• The apprentice directly informed of, or directly affected by the CIPD’s action or decision. 
• The training provider or employer acting on behalf of and with the explicit written 

permission of the apprentice. 
• The training provider or employer directly informed of, or directly affected by the CIPD’s 

action or decision. 
 

All complaints, expressions of dissatisfaction and other feedback received by the CIPD will be 
taken seriously and will be dealt with promptly and appropriately. 
 
 
5. General provisions 
 

1. It is important that a high level of trust and goodwill is maintained between the CIPD, 
apprentices, training organisations and employers. The CIPD will attempt to resolve 
complaints expediently without the complainant having to resort to the formal complaints 
procedure as it is a generally accepted principle that recourse to a formal complaint’s 
procedure should be necessary only as a last resort.  

 
2. The CIPD will treat every complaint fairly but will not engage with frivolous or meritless 

complaints or persistent and repeated or abusive contacts from complainants.  
 
3. Confidentiality will be maintained where possible.  However, it may not be possible to 

consider complaints appropriately without disclosure of the identity and other details of the 
complainant. If a complainant wishes any matter to remain private and confidential, this 
must be stated clearly in the letter, otherwise the CIPD will assume that permission has 
been granted to disclose any information provided as deemed appropriate and necessary.  

 
4. Complaint decisions should only be taken by individuals who have appropriate 

competence and who have no personal interest in the decision. 
 
5. Where the outcome of a complaint (or enquiry) brings into question the impact on other 

apprentices the CIPD will ensure that the interests of apprentices who may be affected 
are protected, and that the integrity of the EPA is maintained.  

 
6. The CIPD logs, monitors and evaluates all complaints and feedback data to improve our 

service to EPA users and to identify trends and patterns to inform and support processes. 
This information will also be made available to the regulatory authorities where 
appropriate. 

 
7. The CIPD will keep information about individual cases confidential to the people involved 

unless there is a need to release information under Data Protection Legislation which the 
CIPD is obliged to comply with. 
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8. Apprenticeship standards regulators have outlined specific conditions that EPAOs must 

meet to protect the integrity of regulated standards across the EPA community. This 
includes the requirement that where certain things are identified (such as malpractice), or 
certain actions taken (such as when sanctions are applied) the regulators and other 
relevant EPAOs who may be affected must be informed. 

 
 
Making a complaint 
 
Stage 1: 
 
Complaints must be made in writing to the Apprenticeships Manager (MyEPA@CIPD.co.uk) 
within three months from the date when the reason for the complaint came to their knowledge. 
 
The email must include the following information: 
 

• full name, contact details, including daytime contact number  
• detailed statement of the complaint and the reason for making it 
• relevant dates pertaining to the reason for the complaint 
• the title and level of the relevant apprenticeship standard 
• relevant documentary evidence to support the complaint  
• contents and outcome of any investigation carried out by other relevant parties relating to 

the issue, if necessary. 
 
Failure to provide all the above may result in a delayed response and possibly eventually 
dismissal of the complaint. 
 
The CIPD will acknowledge the complaint within 5 working days of receipt. 
 
 
Stage 2: 
 
Within 5 working days of acknowledging the complaint the CIPD will determine the nature of the 
complaint and in some cases, resolve the complaint without progressing the complaint to stage 3.  
 
If the grounds are found to be valid and appropriate the CIPD will pursue the complaint with the 
parties concerned and progress the complaint to stage 3. Should additional information or 
evidence be required, the CIPD will request this to be provided by a given date. If this additional 
information is not received by the set date, the complaint will not be progressed and the CIPD will 
confirm this decision in writing. 
 
 
Stage 3:  
 
The CIPD will give serious consideration to the grounds of the complaint and the evidence 
provided.   
  
The CIPD will endeavour to resolve complaints promptly and will base decisions on matters of 
factual accuracy provided by all parties.  The complainant will be kept informed of the progress of 
complaints.   
 
In all circumstances the CIPD will endeavour to respond to complainants with a decision within 20 
working days of the start of stage 3.   
 

mailto:MyEPA@CIPD.co.uk
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There are 3 possible outcomes: 
 

• the complaint is upheld - on the basis that the grounds and evidence justify the complaint. 
In this instance, the CIPD follow up action will vary according to the nature of the 
complaint.   

• the complaint is not upheld – on the basis that the grounds and evidence do not justify the 
complaint.  

• the complaint is partially upheld- on the basis that some aspects of the grounds and 
evidence justify the complaint, and some do not. 

 
In either case, the CIPD’s decision will be final. 
 
The CIPD may notify the relevant regulatory body if it is believed that the complaint could have an 
adverse effect on the apprentice’s learning experience. 
 
We hope that we can solve the issue. However, complainants who have followed and exhausted 
the appropriate procedures and are still dissatisfied with the outcome may contact the relevant 
regulatory body.  


