
Complaints & Appeals Procedure                                      

       
The Centre’s Complaints / Appeals Procedure allow clients who are registered at the Centre to 
challenge the outcome of their assessment at the level of a unit/module/component if they consider 
that the assessment has not been carried out properly. 

A complaint/ appeal could be based for example on the following: 

• The conduct of the assessment 
• The adequacy of the range, nature and comprehensiveness of the evidence when set against 

the naConal standards and evidence requirements 
• The adequacy of the opportuniCes offered in order to demonstrate competence or aEainment 

Stage 1: 

If a candidate wishes to complain/appeal, this complaint/appeal should be lodged, in wriCng, to the 
Lead IV, Gary McLaughlin within 10 days of them being noCfied of the assessment decision. 

Stage 2: 

The Lead IV will aEempt to find a soluCon with the candidate, assessor/tutor and internal verifier, for 
example through another assessment or re-consideraCon of the evidence/work 

Failing this: 

Stage 3:  

A date is set for the Complaint/Appeal to be considered by the Centre Manager and an appeals panel.  

The Centre will noCfy it’s EV that a complaint/appeal has been lodged and gives details of how it will 
be heard, including the composiCon of the panel. 

The complaints/appeals panel meets to consider the appeal within 28 working days of receiving the 
wriEen complaint/appeal 

Full accounts are required from all parCes involved in the assessment 

No one involved in the original assessment can be included on the panel. 

Candidates will be supported making the complaint/appeal. 
AEached is a copy of the candidate complaint/appeals form to be used as part of logging a complaint/
appeal. 
Complaints/Appeals will iniCally be dealt with within 10 days from receipt of the wriEen complaint/
appeal. 

The Centre’s Complaints Procedure allows clients who are registered at the Centre to challenge an 
appropriate aspect of the Centre’s OperaCon. 

Candidates could complain about the following areas: 
• Access to assessment 
• Process of assessment 
• Access to internal verificaCon 
• Handling of an Appeal 
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• AdministraCve Issues e.g. failure to register  

Assessors/Tutors could complain about the following areas: 
• Access to support and guidance 
• Access to internal verificaCon 
• AdministraCve issues 
• Insufficient Cme to undertake the funcCon 

Internal Verifiers could complain to the centre about the following areas: 
• Access to support and guidance 
• Insufficient Cme to undertake the funcCon 

SuggesCons and Compliments 

Your views and feedback are important to us. We would like to hear from you whether or not you are 
saCsfied with our services, this will help us recognise our strengths and weaknesses and therefore 
make it possible to improve our standards of service. 

Complaints, Compliments and SuggesCon Forms are available from our administraCon staff and can 
also be found in our training rooms. When you have completed the Form, (your name and address is 
opConal,) you can either post in the suggesCon box or give to a member of the administraCon staff. We 
also provide EvaluaCon Forms from Cme to Cme and Exit EvaluaCons so as to help us monitor our 
services. 

Our aim is to respond to any of the above within 10 working days of receiving it, if however we cannot 
respond we will noCfy you of the reason why and will you give you some idea of when we will reply.  

Summary of Candidate’s Access to Complaints/Appeals 
  

Assessment Centre Name, Address and telephone number is:  TALENTED TRAINING LIMITED, OXFORD 
PLACE CENTRE, OXFORD PLACE, LEEDS, LS1 3AX 

1. My Assessment Centre Number is:  

2. My Assessor is: .................................................. Telephone: ............................... 
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Candidate Name: ………………………………………....................................... 

Enrolment Number: ……………………………………....................................... 
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Email: ........................................ 

3. My Internal Verifier is:........................................  Telephone: ................................ 

Email:......................................... 

4. The Lead IV is: Lisa Woodley 

5. The Centre Manager is: Marios Chrysosotomou 

6. The Assessment Centre’s External Verifier is:       

7. My Awarding Body is Highfields and they can be contacted by: 
Telephone:     08452260350 
Email: info@highfieldabc.com 

If I am unhappy about my assessment process these are the people to whom I can complain. 

Please sign this form with your assessor as evidence that the appeals process has been explained to 
you and to indicate that you have received and understood how to use the Complaints/Appeals 
Procedure. 

Candidates Signature ……………………………………  Date: ……………………..  

Print Name …………………………………………………. 

Assessor’s Signature …………………………………..…..   Date: ............................... 

Print Name ……………………………………………… 

Complaints/Appeals Procedure Report Form 

Who is making the complaint? 
Please Cck 

Complaint Handler 
(Your Name)

Date  
of Form

Ref  
No

Client Learner Staff 
Member

Supplier Other
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Contact details 
Please complete for complaints from external sources. 

Nature of complaint 
(Please provide as much detail as possible, what, when, where, how, who etc.  Please ask the person 
making the complaint to if possible put the details in wriCng and aEach to the form). 

Desired outcome 
(What is the desired outcome for the person making the complaint?) 

InvesCgaCon details 
(invesCgaCon into complaint) 

Client Co Name

Contact Name

Contact PosiCon

Telephone No Email
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ResoluCon 
(Details of resoluCon including date) 

PreventaCve measures for future 
(what changes if any need to take place to stop this happening again) 

Director Sign Off & Comments 

AcConed by: Date:

AcConed by: Date:

AcConed by: Date:
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COMPLIMENTS FORM 

If you would like to pay TALENTED TRAINING LIMITED, OXFORD PLACE CENTRE, OXFORD PLACE, LEEDS, 
LS1 3AX or a member of staff a Compliment, we would love to hear from you. You can complete this 
Form and give to any member of the AdministraCon Team or post it in the SuggesCon Box, where it will 
be gratefully received. 
 

Signature:.............................................................. Date: ...........................................

 

Signature: Date:
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Name: ....................................................................................................................................... 

Course: .....................................................................................................................................


