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Customer Service Statement

Registration of Providers and Modern Apprentices in Scotland 

(and England and Wales, where appropriate)

Certification of apprentices in England, Scotland and Wales
	Name of Person to whom enquiries should be made about certification of apprentices:
	Ian Lockhart

	Telephone number (direct line) 
	01925 515223

	email address:
	Ian.lockhart@cogent-ssc.com


Cogent Sector Skills Council promises providers that:

· we will publish detailed and accurate information about registration and certification processes, the evidence required and fees charged, on our website and alert providers when this information is updated by means of our website;
· we will ensure that information is available in the medium of Welsh, in line with our Welsh Language Scheme;
· we will process applications for registration of providers and apprentices under normal circumstances, within a maximum of four working weeks from the date of receipt of the registration forms;

· we will process applications for apprenticeship certificates under normal circumstances, within a maximum of four working weeks from the date of receipt of the certificate application form;

· we will follow up queries within one week of receipt of the application form to prevent delays in issuing the certificate;
· if we are unable to meet these standards we will notify providers about the reasons for the delay, the action we are taking to expedite the process and provide you with a revised date ;

· we will maintain a database of providers registered to deliver our frameworks which will be available for employers and others;
· we will process registration and certification information following the principles of the Data Protection Act;
· we will monitor apprenticeships in line with our commitment in the frameworks to diversity, completion and withdrawals and work with you to widen participation and improve completion;

· we will listen to feedback from you about how the processes can be improved and take this on board where appropriate.

We expect you as a provider to:

· apply for the certificate as soon as evidence of achievement of the mandatory outcomes of the framework has been received from the Awarding Body (ies);

· complete the application forms fully and accurately and include appropriate evidence to support the application;

· fully co—operate with us to resolve any queries in order not to delay registration or the issue of certificates;

· register apprentices, where there is a registration scheme, within eight working weeks of starting the programme;
· be prepared to give feedback about processes in the spirit of continuous improvement.

· work with us on ways of widening participation and on improving completion.
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Complaints Procedure
Registration and Certification of Apprentices
Policy statement

Registration and certification of Providers and Modern Apprentices in Scotland 

· Cogent Sector Skills Council aims to ensure that we will make a judgement about the registration of providers based on the receipt of valid evidence, specified in the Provider Registration Application Form.

· A decision to suspend or withdraw registration of the Provider will be made if any of the requirements laid down in the Provider Registration Application Form are not being met.

· Cogent Sector Skills Council aims to meet the standards laid down in the Customer Service Statement 

Registration and certification  of Providers and Apprentices in England and Wales
· Cogent Sector Skills Council aims to meet the standards laid down in the Customer Service Statement 

Complaints Procedure

If the Provider is dissatisfied with the level of service laid down in the Customer Service Statement, they must contact the following person in the first instance:


Stage 1:

We will acknowledge receipt of all complaints in writing/email within one working week of the date of the receipt of the complaint.

We will endeavour to work with you to resolve the complaint within 30 days from the date the complaint was acknowledged. 

Stage 2:

If the complaint is not resolved to the satisfaction of both parties at Stage 1, either party is entitled to refer the matter to the Commission for Employment and Skills.
Ian Lockhart Standards and 


Apprenticeship Manager


Cogent SSC


Unit 5	


Mandarin Court


Centre Park


Warrington WA1 1GG


							               Warrington


WA1 1GG


Telephone 01925 515223


Fax             019255515240


Ian.lockhart@cogent-ssc.com











