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0. Summary of Changes and Review

	Version Number
	Date of Change/Review
	Review / Changes Made By
	Authorised By
	Description of Changes/Review

	1
	1 Nov 2023
	L. Barker
	L. Barker
M. Parker
	First version of the Policy.

	2
	10 Dec 2023
	L. Barker
	L. Barker
M. Parker
	Amended to include how a learner may escalate an appeal to the Awarding Organisation and Qualification Regulator (Section 3.3)

	3
	1 Jul 2025
	L. Barker
	L. Barker
M. Parker
	Amended to include RLSS as an awarding body (Section 3.4).

	
	
	
	
	



1. Purpose and Scope

This policy aims to ensure The Arker Group Ltd (the Company) learners, trainers, assessors and internal quality assurers understand the appeals process regarding a decision made in relation to an outcome of assessment provided during training. This could be the result of a:
· Practical assessment.
· Exam.
· Course work.

It is important that all staff or others involved in the management, delivery, assessment and quality assurance of our qualifications and learners are aware of and understand the contents of the policy.  

2. Reference Documents

· The Arker Group Ltd – Complaints Policy.
· The Arker Group Ltd – Health, Safety and Welfare Policy.
· Awarding Body and Regulator Appeals Policies.

3. Policy
If an individual wish to appeal against a decision not taken by the Company, the appeal should be submitted in the first instance by emailing training@arkergroup.com.  

If the appealing person is not satisfied with the response received by the Company, they should make a further appeal to the relevant awarding body using their policies and procedures. 

There may be a fee applicable to the learner to cover the administrative and people resource costs involved in dealing with appeals.  

3.1 Process for Raising an Appeal with The Arker Group Ltd
Applications for appeals must be made within 7 working days of notification of the decision of which the individual is appealing against. Written permission of the relevant learner(s) must be obtained when appealing on their behalf.

Learners who wish to appeal about their assessment results or about a related decision should either be supported by the Company and should have exhausted the Company appeals process before appealing to the awarding body.  

Learners must provide the awarding body with evidence that they have first appealed to the Company. It is expected that learners will only appeal directly to the awarding body in exceptional circumstances.

Learners wishing to submit a complaint about an assessment decision or other matter relating to the Company should refer to The Arker Group Ltd Complaints Policy. 
 
To submit an appeal, written correspondence must be sent to the Company via email at training@arkergroup.com.
 
The written correspondence should supply relevant supporting information such as the: 
· Individual’s name and registration number  
· Date(s) notification of any decision received if appropriate.
· Title and number of the qualification affected, or nature of service affected (if appropriate).
· Full nature of the appeal.
· Contents and outcome of any investigation carried out by us relating to the issue (if appropriate).
· Any supporting evidence e.g., witness statements, records. 

3.2 Review and Outcome of Appeals
Upon receiving an appeal, the Company will acknowledge receipt of the appeal within 2 working days and aim to respond fully to the initial review of the potential appeal within 10 working days. 

Please note that in some cases the review processes may take longer, for example, if there is a need to conduct further investigations. In such instances, all parties concerned will be contacted to inform them of the likely revised timescale. 
 
The first stage the Company will undertake an initial, informal assessment of all potential appeals to ensure the application is complete and to ascertain if the issue can be resolved informally. In all instances the Company will ensure that the person carrying out this initial check will not have a personal interest in the decision being appealed against.   
 
Following the initial review of the potential appeal the Company will write to the appellant with details of the decision made to either: 
 
· Amend the original decision considering the rationale/evidence being put forward by the person raising the appeal.
Or
· Confirm the decision is upheld, maintaining the original decision providing rationale and explanation as to why. 
 
3.3 Escalating Your Appeal if you Remain Dissatisfied – Highfield Qualifications 
The steps outlined in Section 3.2 of this Policy will be the final route of escalation within the Company.  Therefore, if you remain unhappy after following our own internal appeals procedure then please contact the Awarding Organisation directly.  The Awarding Organisation is Highfield Qualifications, and their appeals policy can be located on their website: https://www.highfieldqualifications.com. Alternatively, please speak to the Highfield Qualifications team on 01302 363277.

Should you address your appeal to Highfield Qualifications and remain unhappy with the outcome you may then raise your appeal to the relevant qualification regulator.  Either a representative of The Arker Group Ltd or Highfield Qualifications will be able to offer you guidance on the appropriate qualification regulator in each instance and provide contact details.

3.4 Escalating Your Appeal if you Remain Dissatisfied – RLSS UK Qualifications 
The steps outlined in Section 3.2 of this Policy will be the final route of escalation within the Company.  Therefore, if you remain unhappy after following our own internal appeals procedure, you can refer your grievance to the RLSS UK Compliance Team via email: compliance@rlss.org.uk and/or the contact details below. In such cases, this must be done within 10 working days of receipt of our decision.

Should you address your appeal to the RLSS and remain unhappy with the outcome you may then raise your appeal to the relevant qualification regulator.  Either a representative of The Arker Group Ltd or RLSS UK will be able to offer you guidance on the appropriate qualification regulator in each instance and provide contact details.



RLSS UK Qualifications will only review the original appeal and your dissatisfaction with how it was handled. Further consideration of your appeal will only be made if the review considers that the complaint was not handled according to our procedures or failed to consider critical evidence. Any decisions made at this stage will be signed off by the RLSS UK Compliance Team. RLSS UK Qualifications will require evidence that you have first gone through our appeals process.

	RLSS UK Qualifications Contact


	Email
	compliance@rlss.org.uk 


	Telephone
	0300 323 0096 
 

	Address
	Royal Life Saving Society
Red Hill House 
227 London Road 
Worcester 
WR5 2JG



3.5 Successful appeals and/or issues brought to the Company’s attention by Awarding Bodies
In situations where an appeal has been successful, or where an investigation following notification from one of the Awarding Bodies/Regulators indicates a failure in Company processes, the Company will as appropriate take actions for example: 
 
· Identify any other learners who have been affected and correct or, where it cannot be corrected, mitigate as far as possible the effect of the failure.
· Review the associated processes and policies to ensure that the ‘failure’ does not occur again or mitigate the situation as far as possible if the failure that occurred cannot be corrected.
· Share ‘lessons learned’ with all those responsible e.g., through ongoing training, newsletters, standardisation. 
 
The Company has a duty to cooperate with any follow-up investigations required by the awarding body/Regulators and others with a vested interest and if appropriate agree any remedial action with them. 
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