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Learner Complaints/Appeals
CONTACT DETAILS

Learner Name:  

If you are unhappy about the learning or assessment process for your qualification, you are entitled to register a complaint. You will need the information in points 1-7 to help you through the process, and the people to whom you can complain are, in order, 3 to 5 below. 
1.
My Assessment Centre Name, Address and telephone number is:


Northumberland Community Development Network


33, West Street, Belford, Northumberland NE70 7QB

Telephone 01668 219879
2. 
My Assessment Centre Number is: 
049718 (City & Guilds)


NO49044 (NOCN)
3.
My Tutor/Assessor is:



Tel:  



Email:

4.
My Internal Verifier is:



Tel:


Email:

5.
My Quality Assurance Co-ordinator (QAC) is: 
Julia Lyford 


Tel: 01670 520889



Email:julia@ncdn.org

6.
The Assessment Centre’s External Verifier is: 

7.
My Awarding Body is either:

City & Guilds (for NVQ’s or ESOL)     

National Open College Network (for courses)

and they can be contacted at their regional offices:

City & Guilds                                           National Open College Network 

NE Office                                                 NE Office

Eldon Court,                                            1 Palmer Road

Newcastle                                                SW Industrial Estate

NE1 7YE                                                  Peterlee SR8 2HU

Tel: 0191 402 5100                                  Tel: 0191 518 6550

Please sign this form with your assessor as evidence that the complaints/appeals process has been explained to you and to indicate that you have received and understood how to use it.
Candidate’s Signature


Print name 


Assessor’s Signature


Print name 


Date



PLEASE PLACE THIS FORM IN THE FIRST SECTION OF YOUR PORTFOLIO
COMPLAINTS/APPEALS PROCEDURE
Introduction

This form details how you may raise a complaint or appeal regarding your qualification.

Complaints

You should raise a complaint if you are unhappy with the way the centre operates its learning programme and/or about the quality of the assessment process.

If you are not satisfied with the way your programme is being managed please discuss this with your assessor first informally face to face, by telephone or e-mail.  Contact details for your assessor can be found in Complaints/Appeals Contact Details.  The assessor will respond to your complaint as soon as possible but within seven working days.
If your assessor does not resolve the problem to your satisfaction, please contact your IV informally face to face, by telephone or e-mail.  Contact details for your IV can be found in Complaints/Appeals Contact Details. The assessor will respond to your complaint as soon as possible but within 14 working days.
If your IV does not resolve the problem to your satisfaction, please complete the Complaint/Appeal Form and send it to the Quality Assurance Coordinator.  Contact details for the QAC can be found in Complaints/Appeals Contact Details. 
The QAC will:

· attempt to find a solution with you
· notify the EV that a complaint has been lodged and gives details of how it will be heard including the composition of the complaints panel.

If the QAC is unable to find a solution she will convene a panel consisting of the QAC, and two directors of NCDN who have not been involved with you.  The panel will be convened within 20 working days of the complaint being raised with the QAC.  The panel will gather full accounts from all parties involved in the complaint and will decide how to proceed.  The QAC will report back to you the result of the panel’s decision as soon as possible but within 10 working days of the panel being convened.

If you are still dissatisfied with the way that your complaint has been handled you can complain to the awarding body  using the telephone number in Complaints/Appeals Contact Details
Appeals

You should appeal if you are unhappy with an assessment decision.

If you are not satisfied with an assessment decision please discuss this with your assessor first informally face to face, by telephone or e-mail.  Contact details for your assessor can be found in Complaints/Appeals Contact Details.  The assessor will respond to your complaint as soon as possible but within seven working days.
If your assessor does not resolve the problem to your satisfaction, please contact your IV informally  face to face, by telephone or e-mail.  Contact details for your IV can be found in Complaints/Appeals Contact Details. The assessor will respond to your complaint as soon as possible but within 14 working days.

If your IV does not resolve the problem to your satisfaction, please complete the Complaint/Appeal Form and send it to the QAC.  Contact details for the QAC can be found in Complaints/Appeals Contact Details. 
The QAC will:

· attempt to find a solution between you and your assessor
· notify the EV that a complaint has been lodged and gives details of how it will be heard including the composition of the complaints panel.

If the QAC is unable to find a solution she will convene a panel consisting of the QAC, a director of NCDN and an assessor who has not been involved with you.  The panel will be convened within 20 working days of the appeal being raised with the QAC.  The panel will gather full accounts from all parties involved in the appeal and will decide how to proceed.  The QAC will report back to you the result of the panel’s decision as soon as possible but within 10 working days of the panel being convened.

If you are still dissatisfied with the way that your appeal has been handled you can complain to City and Guilds or NOCN using the telephone number in Complaints/Appeals Contact Details
COMPLAINT/APPEAL FORM
Is this a complaint or an appeal (Please circle)?
Complaint / Appeal

Candidate Name:


Candidate Enrolment Number:


Telephone No /E-mail address


Please detail the nature of your complaint.

What action has already been taken?
Signed


Date:


For Office use:

Date complaint/ appeal received by QAC:


Date candidate contacted by QAC to informally resolve issue:
Date EV informed of complaint/appeal:
Date panel convened:
Decision of panel:
Date candidate informed of decision:
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