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APPEALS AND COMPLAINTS PROCEDURE
Introduction

The purpose of this procedure is to ensure candidates on approved programmes, or those considering an approved programme, can raise matters of concern in a formal manner, should they feel such matters warrant this action.  Before following this procedure, candidates or potential candidates, are requested to consider the nature of the complaint, and whether it could be dealt with informally, by a brief discussion with a course tutor, assessor or a programme administrator.
Complaints

If a candidate, or a potential candidate, has a complaint regarding any actions taken by Mercia tutors or assessors etc relating to delivery or internal assessment by the Approved Centre (Mercia Management Limited), they have the right to appeal, using the procedure below.  Such complaints may be:

· Receiving poor service at the enquiry stage, leading to not enrolling on courses
· Dissatisfied with marks awarded for assignments/projects, or any other assessments undertaken by Mercia Management Limited.
· Dissatisfied with course delivery, quality of presentation, facilities etc.

· Subject to abuse, discrimination (of any kind), or victimisation by any member of Mercia staff or course delegates.

· Others (to be specified by candidate).

Procedure to be Followed:
1. Candidates must appeal in writing within 5 working days to their programme tutor/assessor detailing their concerns.

2. The tutor/assessor will respond within 7 working days, fixing a date for an investigatory interview.

3. At the investigatory interview, a date will also be agreed for a formal meeting with a tutor/assessor, if considered relevant, or a date for an official response from Mercia Management Limited.  At the meeting, candidates are required, if possible, to supply any relevant documents etc supporting the complaint.

4. Mercia Management Limited will make every endeavour to arrive at a satisfactory outcome for all parties concerned.

Appeal against Decision

Should candidates, or potential candidates, having gone through the above process, feel dissatisfied with the decision and want to make a formal appeal, the procedure below should be followed.

1. The appeal must be forwarded to the WBL Programme Co Ordinator at Mercia Management Ltd within 5 days of the complaint decision.  

2. The WBL Programme Co Ordinator will carry out an investigation involving Mercia staff, candidates or anyone else concerned.

3. An appeals meeting will be held at an agreed venue, time within a maximum of 10 working days of the appeal.

4. The decision of this meeting will be forwarded, in writing, to the candidate within three working days.

5. If the Approved Centre’s internal appeals procedures have been exhausted, the candidate has the right to submit the appeal in writing including full details of the action they are dissatisfied with, with their name and address to the awarding body within 30 days of formal notification by the Approved Centre of any outcome above.

6. 
When the awarding body receives the appeal or complaint, they will:
· Acknowledge receipt in writing to the centre and the appellant within five working days.
· Check that the learner was registered with themselves at the time of the disputed action or failure to act.

· Check that the centre’s internal appeals procedure has been exhausted.

· Request a copy of the centre’s full file on the appeal, to be sent to them within 10 working days.

7. 
The body will nominate an appropriate member of their staff as an adjudicator to 
review the appeal or complaint.  Within 30 days of the awards body receiving the 
appeals file, the appointed member of staff will write to the appellant and the centre 
with the outcome of their investigation.  If they consider the appeal or complaint is 
justified, the notification sets out any remedial action.  If the appellant is dissatisfied 
with the way the procedure was handled – not the decision itself – a final 
appeal 
may be possible.

The final appeal stage

Further appeals against the process
A final appeal is possible if the appellant or complainant is dissatisfied with the way the procedure was handled – not the decision itself.  There can be no further appeal against a decision that has already been taken by this stage.

A final appeal goes to the Senior Management Team 
This appeal has to be received within 10 working days of the client receiving the SMT decision, or we cannot consider it.  There may be a fee to cover administration costs.

The result of this appeal is final.
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