OAL

- - Occupational
Complaints Policy Awards Limited

Introduction

This document sets out Occupational Awards Limited (OAL) Complaints Policy and is aimed at all
OAL centres, organisations, learners, apprentices, independent assessors, other third parties
working on contracts for OAL and any other interested parties who encounter a direct or indirect

service from OAL.

If you feel you have encountered a level of service that is below both your and our expectations,
you should raise any concerns with us immediately. This will enable us to address any issues
and see this as an opportunity to improve our services. We will always work to improve our

levels of service and implement any lessons learned from valid complaints.

OAL will always endeavour to resolve complaints promptly, constructively, fairly and
proportionately having due regard to the nature of the complaint and the guidelines set out in

this policy.

Scope

This policy covers complaints that learners, apprentices, independent assessors or other third
parties contracted to work for OAL, members of the public, approved centres for both
qualifications and end point assessment, or other organisations may wish to make in relation to

the qualifications, end-point assessments and associated services offered by OAL.

It is not to be used to deal with enquiries about services offered by OAL or appeals in relation to
decisions made by OAL. These areas are covered by our Appeals Policy. Should a complaint be
submitted which is in fact an appeal we will respond to inform the relevant party that the issue

is being considered in accordance with our Appeals Policy.

- Making a complaint about an OAL approved centre

All OAL approved centres must have their own complaints and appeals policy which should state
clearly how complaints relating to the delivery, including assessment, of OAL qualifications
(regulated or non-regulated) or OAL Endorsed Programmes can be made. Complainants must
first of all go through their centres own process before bringing the matter to the attention of
OAL.

If, having exhausting the centres complaints process you are unhappy with the outcome, you
can submit a formal complaint to OAL for review using the complaints form. You must provide

evidence to support your complaint.
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If you are unhappy about the way an assessment was delivered and conducted and you suspect

malpractice may have occurred you should send your concern to us in accordance with the

arrangements in our Malpractice and Maladministration Policy (available on the OAL website)

- Making a complaint about a service provided by OAL, including End Point

Assessment

If you have a complaint about OAL's service the best way to resolve it will usually be to contact
the member of staff you have been dealing with. You can do this over the phone, by email or

in writing.

If you feel that this is not the right way to resolve your complaint, or you are not happy with the
outcome, or your complaint is about a member of staff, you can submit a formal complaint to
OAL for review using the complaints form on the online Creatio system. You must provide
evidence to support your complaint. If you do not have access to the online Creatio system,
you will need to contact the OAL customer service team and request an electronic copy of the
online form for you to complete and return to OAL. Email your request to

customerservice@oawards.co.uk

Complaints relating to conduct or services relating to end-point assessment delivery should be
submitted to OAL for review using the online Creatio system complaints form. You must provide
evidence to support your complaint. . If you do not have access to the online Creatio system,
you will need to contact the OAL customer service team and request an electronic copy of the
online form for you to complete and return to OAL. Email your request to

customerservice@oawards.co.uk

- Complaints by third parties contracted to work for OAL, and other stakeholders

Complaints by Independent Assessors, or other third parties contracted to work for OAL, or any
other stakeholders relating to conduct or services received should be submitted to OAL for
review using the online Creatio system complaints form. You must provide evidence to support
your complaint. If you do not have access to the online Creatio system, you will need to contact
the OAL customer service team and request an electronic copy of the online form for you to

complete and return to OAL. Email your request to customerservice@oawards.co.uk

Although it is not possible to provide a definitive list of complaint scenarios, the following outlines

the areas that we are unable to take forward in line with the scope of this policy.
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e Actions undertaken by training provider/centre staff during end point Awards Limited
assessment delivery.
e Complaints that haven't firstly been raised with the relevant individual at an OAL
approved centre.
e Complaints more than six months past the complaint incident date.

e Assessment decisions made by an OAL approved centre.

Note: Some such disputes can only be resolved through the courts or preferably, alternate
dispute resolution. Where we identify at the outset that the nature of the complaint is not one
which the policy is likely to resolve then we may signpost you to an appropriate body who can

assist you.

The decision of OAL on whether a complaint is within the scope of this policy is final.

Complaints Brought to Our Attention by the Regulators

On occasion, the regulators may notify OAL about failures relating to the activities of another
awarding organisation, or end point assessment organisation. These will be reviewed in the
same manner as other external complaints. This will ascertain if the same issue could affect the

provision of OAL qualifications/products/services in the future.

Before you Complain

Complaints under this policy should be made promptly and normally within one month of the
complaint incident. OAL may at its discretion consider complaints made later than one month
having regard to any unreasonable delay by any party involved, but will not hear any complaint

which has been raised more than 6 months after the incident.

Please provide as much information as possible so that we can investigate your complaint

promptly.

How to Make a Complaint

You must ensure you have read and understood all details of OAL’s Complaints Policy, including

what we can and can’t investigate, how OAL will handle the complaint and expected timescales.

A full description of the nature of the complaint (including dates and times if known), the names
of the people you have dealt with so far, copies of all correspondence between you and the
named party relating to the complaint must be submitted using the online Creatio system

complaint form. If you do not have access, you will need to contact Customer Services on

customerservice@oawards.co.uk and request a complaints form on email for completion instead.
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doing so where there is evidence to support an investigation and these will be taken forward in

Note: OAL will not investigate anonymous complaints — however we may consider

accordance with our Whistleblowing Policy.

What Will Happen to the Complaint?

OAL will acknowledge receipt of the complaint within 2 working days, and will let the complainant
know who is dealing with it. At all times we will ensure that personnel assigned have the
appropriate level of training and competence and they have had no previous involvement or
personal interest in the matter. If the complaint is submitted online via Creatio all
correspondence will be via the form on Creatio and you can check via the creatio form what
stage the investigation is at. If the complaint is submitted by email because you don't have
access to the Creatio system, you will received an acknowledgement by email outlining who is
responsible for the investigation and confirming that the complaint is within the scope of this

policy and therefore will be investigated.

If the complaint falls within the scope of this policy the Director of Quality and Regulation will
lead the investigation into the complaint unless it is inappropriate to do so, or is about the
Director of Quality and Regulation.

The investigation is likely to include an interview with the complainant(s) so please be prepared

for that and make yourself available.

The results of the investigation will be discussed and signed off by the Chief Executive Officer
and Ofqual Responsible Officer before being issued to the complainant either via the Creatio

system, or via email.

All complaints will be investigated and the outcome of the investigation will be notified to the
complainant within 15 working days from the submission, unless it proves difficult to complete
in which case OAL reserves the right to extend this investigation period and will notify you of

any subsequent change to the date of notification.

What Happens if the Complaint is Upheld?

At the end of an investigation, we shall notify the complainant and the relevant individual or
party of our decision. If a complaint is upheld, OAL will identify what went wrong and why,

taking remedial action as appropriate.

In situations where a complaint has been upheld, or where an investigation following notification
from the regulators indicates a failure in processes, OAL will give due consideration to the

outcome and will, as appropriate, take actions such as:
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e Identifying and contacting any other learner who might have been Awards Limited

affected by that failure.

e Correcting, or where it cannot be corrected, mitigating as far as possible the effect of
the failure; or

¢ implementing new procedures to ensure that the failure does not reoccur in the future

e revising relevant policies and procedures

All complaints are reported to the OAL Board of Directors and monitored by them, whether they

are upheld or not.

Taking a Complaint Further

If you disagree with the decision taken by OAL or are unhappy by the way in which your
complaint was handled, you can take the matter further and instigate an appeal in line with the

arrangements outlined in our Appeals Policy.

If your complaint relates to a qualification or apprenticeship standard and, after you have
exhausted our appeals arrangements, you are still not satisfied with the outcomes, you can
complain/appeal directly to the relevant regulatory authority for that qualification (e.g. Ofqual
in England, CCEA Regulation in Northern Ireland and Qualifications Wales) or apprenticeship
standard (e.g. Ofqual). Each of these organisations will have a formal procedure in place to

handle complaints and appeals.

Storage and use of information

All information and data collected regarding any complaints made to OAL will be stored securely
on the database system. Depending on the nature of the complaint this information will be
stored against either a centre or learner or within the OAL files. This information will only be

made available to relevant persons.

Information may be used to review 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.
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Complaints Form where complainant cannot access

the Creatio online system

Please use the form and process below if you do not have access to the Creatio online system,
please contact our customer services team at customerservice@oawards.co.uk or telephone
01904 236 483.

Please complete this form and return, using the email address above, to the OAL Responsible
officer/Chief = Executive Officer currently Jan Richardson-Wilde via jrichardson-

wilde@oawards.co.uk who will acknowledge receipt and explain what action will be taken.

Name

Please outline

your role

Centre Name
involved (if
applicable)

Contact Details

Telephone

Email

Please provide all
relevant details

of your complaint
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LB AA- T

What action, if
any, have you
already taken to
try and resolve

your complaint?

(Whom did vyou
speak to, when
and what was the

response?)

What actions do
you feel might
resolve the
problem at this

stage?

Please list any
evidence you are
providing with

this complaint
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Signature and
date of
submission
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