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Aim

Apprenticeship standards require the completion of an End Point Assessment (EPA); this
procedure and subsequent policies specifically identify our approach to EPA and is
mandatory reading for all those working within this area.

There are various roles within the successful delivery of EPA services. The key people
involved are our independent EPA-approved staff, the apprentice, the employer, and the
main training provider who separately delivers the on-programme training/learning
components of the apprenticeship standard.

An EPA is a synoptic test to be carried out once employers agree that an apprentice is ready
to do so. Prior to the completion of the EPA apprentices along with the employer and
training provider are required to attend an EPA test readiness Gateway meeting and
complete a gateway declaration which is forwarded to the EPA organisation. The form of EPA
is dependent on the individual apprenticeship assessment plan and the fair access
requirements of the apprentice.

EPA is conducted by our independent EPA team and is flexible enough to meet the needs of
all apprentices and employers. The Advance EPA Managing Director oversees the EPA team.

The Advance EPA Managing Director is responsible for ensuring the adequate resourcing of
staff to guarantee that the demand for EPA activity is met.

This policy covers complaints that centres/employers, learners/apprentices, or key
stakeholders may wish to make in relation to the qualifications/end-point assessments and
associated services offered by EAS.

Advance EPA is committed to maintaining the highest standards for its learners/apprentices,
centres/employers, and other key stakeholders. The policies and procedures covering
complaints aim to provide an efficient, effective, and transparent mechanism for
learners/apprentices, centres/employers, and other key stakeholders to complain about any
aspect of Advance EPA.

All complaints should be dealt with fairly and in a timely manner and will be recorded so that
analysis is facilitated. Individuals should not be discouraged from making complaints unless
they are vexatious, malicious, or frivolous. Where possible complaints should be dealt with
informally, although all complaints and their outcomes will be recorded.

EPA Complaints

Our aim is to ensure an effective and consistent means of handling complaints resulting from
any aspect of operational activities, which directly or indirectly impact the customer, and to
provide a means for highlighting internal problems or potential problems which are not
covered by the quality system, but which may have a derogatory effect on the level of
customer service, professionalism, or company reputation.
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Management Responsibility

The Advance EPA Managing Director and team have the responsibility for ensuring that
complaints are handled according to this procedure. The Advance EPA Managing Director is
responsible for identifying and actioning solutions to address issues and monitoring
progress to the point of closure.

Monitoring and Review

The Advance EPA Managing Director has responsibility for auditing compliance against this
process and for the provision of information to facilitate the quality improvement process.

General Responsibility

All employees are responsible for identifying and communicating customer problems,
potential problems or concerns to the Advance EPA Managing Director.

Method - (refer to flow chart)

All complaints received shall be given full attention and referred immediately to the
Managing Director who shall within 2 working days of receiving the complaint provide
acknowledgment of receipt to the complainant. Our aim is to resolve all complaints and
grievances within 21 working days.

The Managing Director shall access and complete the central complaints log, held on the
shared drive, determine the nature of the complaint, discuss the complaint with relevant
parties and identify the appropriate remedial action to be taken and persons responsible for
such action.

It is the responsibility of the Managing Director to ensure that all identified actions are
completed within identified timescales and to the satisfaction of the customer. On
completion of the identified actions, the Managing Director shall update the central
complaints log with the close-out details.

On satisfactory closure of the complaint, the Managing Director shall contact the
complainant to inform of subsequent action taken and closure.

The Managing Director shall compile a quarterly report of all complaints received including
patterns, trends, improvements, and developments the content of which shall be discussed
at the EPA standardisation meetings.

If the identified action impacts on local processes, procedures or practices the Managing
Director shall conduct a review of the relevant operational process and record such action
within the appropriate quality improvement/development plan.
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Customer Complaints Process Flow Chart

Complaints should be referred to the Managing Director immediately upon
identification/receipt. If the complaint is against that person, the complaint should be
referred to the Quality Forum
v
The Managing Director shall within 2 working days of receiving the complaint provide an
acknowledgement of receipt to the complainant

v
The Managing Director shall access and complete the central complaints long, held on the

shared drive informing the Quality Forum of the complaint

v
The Managing Director shall allocate a complaint reference number, determine the nature
of the complaint, and identify the appropriate remedial action to be taken and the persons
responsible for such action
v
The Managing Director shall monitor the central complaints log to ensure progress to
closure is timely and reflects close-out details.

We aim to close our all complaints and grievances within 21 days
v

On satisfactory closure of the complaint, the Managing Director shall contact the
complainant to inform of subsequent action taken and closure

EPA Enquiries and Appeals
Enquiries about Results

Where an EPA test result is seriously at variance with the reasonable expectations of
apprentices and our customers, either party may request an Enquiry about the Results.
Enquiries about Results may be submitted in relation to results issued by the Advance EPA
Team. This can be submitted once all EPAs have taken place and have been given a final
grade.

An Enquiry about Results has two options:

« Clerical Check —a full check that marks have been correctly recorded and processed.
« Re-assessment with report — a full re-mark of the apprentice’s assessment by a
different marker.

Enquiries about Assessment Decisions

There may be occasions when we make assessment decisions that our apprentices and
customers do not agree with. Enquiries about Assessment Decisions can be submitted in
relation to the following decisions made by the Advance EPA Team. This can be submitted
once all EPAs have taken place and have been given a final grade.
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« Decisions regarding Reasonable Adjustments/Special Considerations
« Quality assurance/moderation decisions.

An Enquiry about an Assessment Decision has two options:

« clerical check — a check that necessary information has been considered in the
assessment decision
« reassessment — a full review of the evidence and decision.

Appeals

Our appeals process allows our customers to outline their views/grievances in relation to the
results of an assessment, following the outcome of the Enquiry about Results and
Assessment Decisions process, where our customers believe we did not apply our
procedures consistently, properly, or fairly.

The findings from the appeals process will enable an objective, factually based judgement to
be reached. Any other area which has resulted in your dissatisfaction may be addressed via
our Complaints Policy.

Reasonable Adjustments/Special Considerations

This policy and process also covers the decisions made with regard to any reasonable
adjustments/special considerations requests. Please refer to our policy regarding Fair Access
to Assessment.

Requesting an Enquiry about Results and/or Assessment Decisions

How to submit an Enquiry about Results and/or Assessment Decisions request

To request an enquiry about a result and/or an assessment decision, our customers should
complete the Enquiry about Results and/or Assessment Decision form available on our
platform.

Customers may request an Enquiry about a result and/or assessment decision on behalf of
an individual apprentice or a group of apprentices, provided we have received the
apprentices’ permission for you to do so. This permission will be completed at Gateway by
the Independent Training Provider (ITP). If this is missing from the request, the Advance EPA
Team will be unable to proceed.

Timescales for submitting an Enquiry about Results and/or Assessment Decisions

To ensure that any issues or queries are handled within a reasonable timeframe of the
assessment taking place, our customers are required to submit Enquiry about Results and/or
Assessment Decision requests:

« fora clerical check, within 10 working days from receipt of results
« for a reassessment, within 10 working days from receipt of results
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Processes and timescales regarding Enquiries about Results and Assessment Decisions
Enquiries about Results and/or Assessment Decision processes

Once an Enquiry about Results and/or Assessment Decision is received, the Advance EPA
Team will complete a clerical check or reassessment and send a report to the enquirer
confirming the result.

Enquiries about Results and/or Assessment Decision Timescales

The Advance EPA Team will aim to review the request in writing within 2 working days of it
being received. If this is not possible it will be acknowledged in writing within 1 working day
of receipt with notification provided of what action will be taken.

The Advance EPA Team aims to conclude:

« clerical check requests within 10 working days upon receipt of a fully completed
request
« Re-assessment within 10 working days upon receipt of a fully completed request.

The Advance EPA Team will inform our customers if these timescales cannot be achieved for
any reason.

Outcomes of Enquiries
Outcomes of an Enquiry about Results and/or Assessment Decision

The outcome of an Enquiry about Result and/or Assessment Decisions, including reasonable
adjustments and special considerations could be:

« no change to results or assessment decision
« change to results or assessment decisions which could be either positive or negative.

Where results and/or an assessment decision change because of an Enquiry, the Advance
EPA Team will:

 notify the customer or apprentice of the outcome

« amend our customer or apprentice records accordingly

 investigate reasons for change through our robust internal quality assurance
« action any changes to our processes or systems as appropriate.

If you remain dissatisfied with the results from the enquiry

If our customers or apprentices remain dissatisfied following the outcome of the enquiry
they have submitted, they may submit an appeal in line with the appeals section of this
policy. They also have the option to submit a complaint in line with our Complaints Policy.
Please contact the Advance EPA Team for further information.
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Requesting an appeal
Who can request an appeal?

The customer is directly informed of, or directly affected by our decision or action or a legal
representative acting on behalf of and with the explicit written permission of that customer.

An appeal may be lodged on behalf of an apprentice or a group of apprentices, with the
explicit permission of that apprentice/group.

Please note that appeals cannot be submitted unless our customers have first been through
the Enquiries about Results and/or Assessment Decisions process.

How to submit an appeal

Customers should submit a Complaint/Assessment/Results Enquiry Appeal Form available on
our platform reporting why they believe that an appeal should be considered, together with
any supporting evidence. Please note that appeal applications without supporting evidence
may not be accepted.

The report should include the following:

« customer organisation name, address, and number;

« your apprentice name(s);

+ the date of the assessment;

« the date(s) customer or the apprentice received notification of our assessment
decision;

« the nature of the service affected and/or the title and number of the EPA standard
affected;

+ the full nature of the appeal which must set out clearly why customers think we did
not apply or follow our procedures consistently or fairly;

« the contents and outcome of any investigation carried out by customers or the
apprentice(s) relating to the issue;

« the date of the report; and

« customer name, position, and signature.

Email the completed form and any supporting evidence to us as soon as possible. The latest
time we will accept an appeal is 10 working days from the date we informed our customer
about our original decision.

If at any point customers or apprentices wish to be legally represented in relation to any

aspect of an appeal, this must be discussed with us. We reserve the right to also be legally
represented.

Processes and timescales regarding appeals
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Appeal acceptance

The decision whether to accept the application for an appeal is based on:

« whether the appeal as submitted is properly constituted as outlined above.

« whether any other relevant/required process has first been completed (e.g., an
Enquiry about Results and/or Assessment Decisions).

« whether there is evidence that our relevant policies and procedures have not been
properly and fairly applied.

+ the timescale of the application.

If an application for an appeal is not accepted, the reason(s) for this will be given. If we agree
the appeal is properly constituted, we'll arrange for a panel, consisting of, as a minimum, the
Managing Director, and an independent person to review the case and to make a decision
based on the evidence presented, including any evidence our customers submit in support
of the appeal. The ‘independent person’ will not be a member of Advance EPA’s Board or
committees, an Advance EPA employee or an Advance EPA external contractor. The panel
will consider whether we have properly and fairly applied our relevant policies and processes
considering the evidence presented, any readily available regulators’ advice on similar
matters, and any readily available awarding precedents.

Timescales following the acceptance of an appeal request

We aim to action and resolve an appeal within 10 working days. Please note that in some
cases; particularly where the case may be complex and/or an independent person is not

available within this timescale, the appeal may take longer than 10 working days. In such
instances, we will advise our customers of the reasons why and the revised timescale.

Outcomes of appeals

The Panel may decide that:

« the appeal is unfounded, or
« we did not apply our procedures consistently, properly, or fairly; in which case the
relevant procedure(s) must be appropriately applied.

We will let our customers know in writing of this outcome from the appeal within 1 working
day of the decision being made.

The Panel’s decision is final and will complete the Advance EPA Team internal appeals
procedures. No further appeal will be accepted. Should our customers disagree with the
decision, they may have the right to lodge a formal complaint.

Where the appeal relates to our actions or decisions regarding a regulated standard and
customers remain dissatisfied, they may contact our standards regulators. Our regulators
would require evidence that they have fully exhausted our appeals procedure.

Fees relating to appeals

Advance EPA Complaints Policy
V1.0 March 2025



¢ Advance EPA

The support to succeed

Fees are charged for providing this service.

We may charge our customers or apprentices a fee to cover administrative and re-

assessment costs. If we charge our customers and subsequently uphold your enquiry, we will
reimburse you for the original charge. Our fees are contained in our current Fees and Pricing
Document under the re-sit/re-take function which is available from your Advance EPA Team.

Mandatory disclosure and confidentiality
Mandatory disclosures

It is imperative that the integrity of assessment is maintained; for example, by ensuring
apprentices who are awarded a certificate have a legitimate right to that certificate. We are
aware customers often work with more than one End Point Assessment Organisation (EPAO)
in delivering standards, and that therefore more than one EPAO may be at risk when things
go wrong.

Our standard regulators have outlined some specific conditions that we must meet to
protect the integrity of regulated standards across the EPA community. This includes the
requirement that where certain things are identified (such as malpractice), or certain actions
taken (such as when sanctions are applied) the regulators and other relevant EPAOs who
may be affected (e.g., those offering similar types of standards via the customer) must be
informed.

Depending on the seriousness of the matter, we may be required to declare to our
regulators (e.g., Ofqual) that we are no longer compliant with the requirements of the
General Conditions of Recognition, due to an act or omission by our customers which has
put us in breach. In this event, we may have regulatory action directed against us, such as
Monetary Penalties. In accordance with the Contract, we reserve the right to direct such
financial penalties against them, should there be because of the act or omission.

Confidentiality

We may need to access confidential information. We will ensure that such information is kept
secure and only used for the purposes of the investigation and in line with relevant data
protection legislation. We will not normally disclose the information to third parties unless
required to do so, e.g., to our Regulators and/or the Police or other relevant and/or Statutory
Bodies.

Termination for Convenience
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Our actions under this policy will be proportionate. Where possible, we will always try to
work with you in resolving issues. However, nothing within this policy precludes us from
invoking our right under the Contract to terminate our relationship with our customer.

Contact

If you have any queries relating to enquiries and appeals, please contact Advance EPA direct.

Email: quality@advanceepa.co.uk

Referenced procedures and documentation

« ADV -EPA - OP - 03 - Fair access to assessment policy

« ADV -EPA - OP - 04 - EPA fees cancellation and resit policy

« ADV - EPA - OP- 06 — EPA Maladministration and Malpractice Policy
« Enquiry about results and assessment decision form
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