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QCF Candidates
Complaints Procedure
Any learner who believes they have been treated unfairly may lodge a complaint
This complaint procedure applies to matters relating to the training and assessment process of the QCF only. Evidence that is gathered for assessment purposes must never be used by anyone i.e. employers, assessors or learners, as evidence in a disciplinary matter.

Grounds for Complaint
· A learner disagrees on the outcome of an assessment decision.

· The assessments were not conducted in accordance with the approved centre regulations.

· Inappropriate or irregular behaviour on the part of the assessor.

· The manner in which the assessment was conducted did not give the learner the opportunity to demonstrate their skill or knowledge to the best of their ability.
· A learner was assessed on tasks that are not required for the QCF units or criteria before being accredited.

· A learner is asked to work a higher standard that required in the award that they are currently working towards before being accredited.

· Where a learner is not being given sufficient opportunity to demonstrate their competence without good reason.

· If an assessor is insisting on a learner producing evidence in a form that they are unable to complete and is not a requirement of the QCF.

· Where an assessor or employer is giving insufficient support to a learner to enable them to complete their award.

· Where a learner is the victim of discrimination or harassment by anyone.

How to Complain

1. The learner should first discuss the matter with their assessor or employer (sometimes problems arise because two people see things differently and a simple discussion may be all that is needed to resolve the matter).
2. If you are not satisfied with your Assessor’s or employer’s response (or you feel that you cannot raise the matter with them) you should notify your internal Verifier that you have a complaint within 10 days after step 1.
3. If your Internal Verifier is unable to resolve the matter or you are still not satisfied you may send a complaint form to the Quality Director within 10 Days of being notified of the Internal Verifier’s decision.
(Do not write to the Quality Director until you have followed the above procedures).
Stage 1:

Complete the complaint Form and send it to the Centre where the complaint will be considered by the within 10 working days. The complainant will be informed of the decision in writing.

Stage 2:

In the complainant is dissatisfied with the outcome of the complaint, the person can appeal against the original decision.

Any appeal should be lodged in writing within 10 days of the complaint receiving the original decision. The Director and an independent senior person from Succeed Dolman will consider the appeal within 10 working days. The complainant will be informed of the panels’ decision in writing; the decision of this panel will be final.

All documentation regarding complaints will be treated as urgent and confidential.

· All complaints will be kept on file in a secure location.
· Any complaints regarding QCF assessment decisions should be addressed by using the complaints process

· If the complaint is regarding breach of any legislation, and the complainant is still dissatisfied with the outcome of stage 2 appeal, the person is entitled to pursue their complaint via the legal process.

· This Complaints Procedure will be reviewed annually or sooner if a need is identified.

· Quality Assurance – where complaint is substantiated, Succeed will take all reasonable action to prevent a reoccurrence.

Complaint Form
Please complete and return to Succeed Dolman Ltd

Complainant Name:………………………………………………………………………………………………………..

Workplace:………………………………………………………………………………………………......................

Organisation:…………………………………………………………………………………………………………………

Date:…………………………………………….

Detail of complaint:

_______________________________(continue on a separate sheet if necessary)

Signed:…………………………………………………………….Date:………………………………..
Print Name:………………………………………………………………………………………………..

(Office use only)________________________________________________________________

Date Received at Succeed:………………………..Action taken by:……………………………….
Date complainant informed of the complaint outcome:…………………………………..

 




As

































































Quality Director





Internal Verifier





Assessor





Learner





Learner to discuss assessment decision with assessor informally


(Within 10 days)





Assessor to discuss assessment decision with learner informally


(Within 10 days)





Internal verifier to consult with both learner and assessor


(Within a further 10 days)





Lerner to write official complaint, to IV (Within a further 10 days)





IV to report their decision to learner and assessor (Within a further 20 days) 





If still unhappy with decision, can appeal to the Quality Director in writing (Within a further 21 days)





Quality Director to hear the complaint and report the final decision within a further 21 days.                                                  





(This decision is final)
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