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Enquiries and Appeals Policy  
 

 

Scope 

This policy is aimed at recognised Centres delivering Open College Network West 

Midlands approved qualifications and units, and learners enrolled on that provision.  It 

sets out the basis on which enquiries and appeals can be made, the process involved, 

and the way in which Open College Network West Midlands will respond to such 

appeals.  

 

It is also for use by Open College Network West Midlands staff to ensure they deal with 

all enquiries and appeals in a consistent manner and meet relevant regulatory 

requirements. 

 

This policy is designed to meet requirements of Ofqual General Conditions of 

Recognition and Qualifications Wales Standard Conditions of Recognition D4, I1 and I2 

and QAA AVA Licencing Criteria 30 and 31. 

 

Centre responsibilities 

It is important that Centre staff involved in the management, assessment and quality 

assurance of our qualifications and learners are aware of the contents of the policy.  

 

In addition, Centres must have internal enquires and appeals arrangements which 

learners can access if they wish to appeal against a decision taken by the Centre.  All 

appeals in relation to decisions taken by the Centre must go through the Centre appeals 

process before the matter can be escalated through the Open College Network West 

Midlands appeals process. 

 

Fees  

Open College Network West Midlands may charge a fee for formal appeals as 

published in our fees leaflet.  We will only do this if we need to incur costs by bringing in 

an external expert.  If an appeal is upheld, this fee will be refunded. 

 

The Enquiries and Appeals Process  

The enquiries and appeals process is two stage.  

 

At stage one, Open College Network West Midlands will consider enquiries about 

decisions made regarding: 
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• the content of a Centre Monitoring Report; 

• results of assessment; 

• reasonable Adjustments and Special Considerations;  

• malpractice and Maladministration and  

• complaints. 

 

Stage two is the formal appeals stage and only decisions regarding:  

• results of assessment; 

• reasonable Adjustments and Special Considerations and  

• malpractice and maladministration 

may be escalated to this stage.  

 

Please note where the regulators notify us of failures that have been discovered in the 

assessment process of another Awarding Organisation we will review whether or not a 

similar failure could affect our own assessment processes and arrangements. In this 

instance, where we have to make adjustments to assessment decisions, there will be no 

appeals process.   

 

Centres and individuals have 20 working days from the date they were informed of the 

decision to make an enquiry.  

 

This includes decisions relating to assessment results, so learners and Centre staff are 

advised to retain all evidence of achievement until results are confirmed. 

 

Before making the Enquiry  

Where a Centre enquires on behalf of a learner, they must ensure that the written 

permission of the learner concerned is obtained as investigations may result in final 

achievements going down as well as up.  

 

Learners who wish to enquire about their assessment results or about a related decision 

should be supported by their Centre.  Where assessments are internally marked 

learners must provide evidence that they have exhausted their Centre’s own appeals 

process before approaching Open College Network West Midlands. It is expected that 

learners will only contact Open College Network West Midlands directly in exceptional 

circumstances.  
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Making the Enquiry 

An enquiry should be made in writing, supplying the following information: 

• learner’s name and Open College Network West Midlands registration number; 

• date(s) you or the learner received notification of Open College Network West 

Midlands decision;  

• title and number of the Open College Network West Midlands qualification 

affected, or nature of service affected (if appropriate); 

• full nature of the enquiry; 

• contents and outcome of any investigation carried out by you relating to the 

issue.  

 

During the enquiry 
Upon receipt of all enquiries Open College Network West Midlands will acknowledge 

receipt of the enquiry within 2 working days and will undertake an initial, informal 

assessment of the documentation to ensure the application is complete, within scope 

and to ascertain if the issue can be resolved.  

 

A review of the decision will be undertaken by a member of the Access and Quality 

Team with the appropriate levels of competence and who has no personal interest and 

has had no prior involvement with the case to ensure procedures have been applied 

fairly, appropriately and consistently in line with our policies, for external assessments 

this will include a clerical recheck of marks awarded.   

 

Where the enquiry is regarding an assessment decision, a second reviewer will review 

the original decision. Where the second reviewer overturns the decision of the first 

reviewer, Open College Network West Midlands will amend the result, reclaim any 

certificates issued and generate a new certificate where required.  

 

Enquiry decisions will be reported to the Open Network West Midland’s Access and 

Compliance Committee. 

 

Following the Enquiry 

Decisions following an enquiry will be fed back to the appellant within a further 8 

working days.  

 

Where the appellant does not accept a decision following an enquiry and that decision 

relates to: 

• results of assessment; 
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• reasonable Adjustments and Special Considerations;  

• malpractice and maladministration decisions. 

they may proceed to the formal appeals stage.  

 

All appellants will be informed of the relevant fee to take a case to the formal appeals 

stage.  

 

Stage two - Formal Appeal 

Appellants have 10 working days to appeal to Open College Network West Midlands 

following receipt of a decision made at the enquiry stage and to pay any required fees.  

The request to go to appeal must be made in writing – either by letter or email. 

 

Open College Network West Midlands will aim to complete the formal appeals process 

within 20 working days of receipt of this notification.  

 

A full review of the original decision and outcome of the enquiry will take place which 

will consider all the evidence provided and will determine whether relevant Open 

College Network West Midlands procedures have been applied fairly, appropriately and 

consistently in line with our policy.  

 

The appeal panel will consist of independent members that are not employees of Open 

College Network West Midlands, assessors working on behalf of Open College Network 

West Midlands or otherwise connected to Open College Network West Midlands, with 

appropriate levels of competence and who have no personal interest in the decision 

being appealed. 

 

Please note that in some cases the review processes may take longer, for example if a 

Centre visit is required. In such instances, we will keep all parties fully informed of 

revised timescales and progress. 

 

Following the appeal 

We will write to the appellant Centre with details of the decision to either: 

 

1. amend the original decision in light of a review of any new rationale/evidence put 

forward. 

2. to confirm the original decision and provide a rationale. 

 



 

ENQ POL Enquiries and Appeals Policy v2.1 February 2020 

Review February 2022 6 of 7 

If the Centre/learner is still unhappy with the outcome at this stage, they are entitled to 

raise the matter with the relevant qualification regulator (e.g. Ofqual in England). 

 

Successful appeals and/or issues bought to our attention by Ofqual 

In situations where an appeal has been successful, or where an investigation following 

notification from Ofqual indicates a failure in our processes, Open College Network 

West Midlands will give due consideration to the outcome and will take appropriate 

actions such as: 

 

• where an adverse effect has occurred, communicate with our regulators in 

accordance with our documented policy; 

• amending the profile of the Centre concerned on our systems; 

• identifying 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 (e.g. 

amend the results for the learner(s) affected following an appropriate 

investigation); 

• reviewing our 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. 

 

We will also cooperate with any follow-up investigations required by the qualifications 

regulators and if appropriate agree any remedial action with them. 

 

Where the successful appeal has resulted in a change being made to a grade where a 

certificate has already been issued, a replacement certificate will be issued once the 

originally issued certificate has been returned. 

 

Policy Review arrangements 

Open College Network West Midlands will review the policy biennially as part of our 

self-evaluation arrangements and revise it as and when necessary in response to 

customer and learner feedback or requests from, or good practice guidance issued by, 

the regulatory authorities (e.g. to align with any appeals and complaints process 

established by the regulatory authorities such as Ofqual).   

 

If you would like to feedback on any aspects of this policy, please contact us via the 

details provided below. 
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Contact us 

If you’ve any queries about the contents of the policy, please contact 01902 624230 or 

email wolverhampton@opencollnet.org.uk 

 

 
 
Related Policies 

• Complaints Policy 

• Malpractice and Maladministration Policy 

• Recognition of Prior Learning and Achievement Policy 

• Communicating with Our Regulators Policy and Process 

• Sanctions Policy. 
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