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Complaints Policy  

This policy and procedure relates only to complaints received about Tiro and its services. 

Introduction 
 
Tiro is committed to high standards across all our services and welcomes feedback from apprentices, 
employers, stakeholders, funding bodies and anyone who works with us. Such feedback is invaluable in 
helping us evaluate and improve our standards.  
 

Definition of a complaint 

A complaint is any expression of dissatisfaction by an individual, whether justified or not. 

An individual may make a complaint if they feel Tiro has: 

• Failed to provide an acceptable standard of service  
• Failed to act in a proper way 
• Provided an unfair service 

Concern or Complaint 

It is important to establish the difference between a concern and a complaint. Taking informal concerns 
seriously at the earliest stage will reduce the likelihood of their developing into formal complaints. 

If you have any concerns please speak to your relevant contact at Tiro, such as your Tutor, Client 
Relationship Manager etc. so they can quickly understand your concerns and try to put things right. 

If you are not happy with the response to your concern and/or you want to make a formal complaint please 
follow the procedure below. 

Complaints Procedure 
 

1. If you have a complaint, please contact the complaints team at the Tiro office on 01273 776779 or 
admin@Tiro.co.uk. If you wish to write, please send your complaint to Charlotte Blant, CEO at: 
Tiro Ltd, 1ST Floor, 1 Gordon Mews, Gordon Close, Portslade, BN41 1HU 
 

 
Upon receiving the complaint, the following steps will be actioned: 
 

a) We will send you an email or letter acknowledging your complaint and asking you to confirm or 
explain the details further if necessary. We will also let you know the name of the person who will be 
dealing with your complaint. You can expect to receive an email within 2 working days of us 
receiving your complaint. 
 

b) We will record your complaint in our central register within 1 working day of receiving it.  

 
c) We will then start to investigate your complaint. This will normally involve the following steps; 

 
i. We will escalate this complaint to the appropriate member of staff; 
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ii. We will then examine the member of staff’s reply and the information you have provided for 
us. If necessary, we may ask you to speak to them. This will take up to 5 working days from 
receiving the original complaint. 

iii. We will email you, keeping you updated of how we have escalated the complaint and 
expected actions. 

 
d) The member of staff, or where appropriate a senior member of staff, will contact you to discuss and 

hopefully resolve the complaint. They will do this within 5 working days of the original complaint 
being received. 

 
e) If proposed actions are agreed by all parties, then the staff member will record the action plan on 

the central system and inform other members of the Tiro team if appropriate.   
 

f) The designated member of staff assigned to the complaint will then monitor the completion of 
agreed actions. If new information is provided or the agreed timeline is not adhered to it will be 
escalated to a senior member of staff.  

 
3. If the relevant parties cannot agree on an action plan to resolve the complaint, this is then escalated 
to Charlotte Blant, or a member of the senior management team. They will then contact the complainant 
within 48 hours to discuss the next steps. 

 
4. If we have to change any of the time scales above, Tiro will let you know and explain why. 
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