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Appeals and Complaints Policy
Introduction
The Grove School is committed to teaching and delivering, assessing and moderating/quality assuring ASDAN qualification programmes to a high standard. Any feedback received supports our continued development and ensures we implement changes and improvements as and when needed.
ASDAN is also committed to providing a high-quality service to us the customer/centre and welcomes comments, compliments, appeals or complaints in order to improve their service.
Access
Students, parents and carers are made aware of the existence of this policy and have open access to it. It can be found in the policy file, situated in the front office and on The Grove School website, along with the appeals policies for each of the awarding bodies used by The Grove School. All teaching staff are made aware of these policies and how to access them in order that students can be fully supported. 
This policy is reviewed annually and may be revised in response to feedback from students, teaching staff, parents and carers, governors and external organisations.
Policy Statement
This policy addresses the situation where students/parents or carers may wish to appeal against or complain about any part of the learning, assessment, moderation/quality assurance, results or certification process of any ASDAN qualification. 
Definitions
Appeals – An appeal is when a student, parent or carer wishes to challenge a specific decision related to any aspect of our teaching and delivery, assessment and moderation/quality assurance of our ASDAN qualification programmes.
Complaints – A complaint is when a student, parent or carer is unhappy or dissatisfied with any aspect of our teaching and delivery, assessment and moderation/quality assurance of our ASDAN qualification programmes. 
Appeals Procedure
[bookmark: _Hlk219887899]If any student, parent or carer wishes to appeal against any assessment, moderation/quality assurance, results or certification decision related our ASDAN qualification programme, they should follow the procedure outlined below:
1. [bookmark: _Hlk219895786]If possible, speak to the member of staff responsible for teaching the qualification in the first instance about the reason they wish to appeal.
2. The member of staff has a responsibility to explain to the student, parent or carer the reasoning behind any teaching, learning or assessment decision. 
3. If the student is not satisfied with the explanation, the piece of work will be re-assessed by another member of staff also involved with that qualification. 
4. The student will be informed of the re-assessment decision by letter.
5. If the student wants to continue the appeal, our ASDAN co-ordinator will contact ASDAN to inform them of the situation. Our ASDAN co-ordinator will provide the student with information about the ASDAN appeals procedure and explain what is involved and act on their behalf.
6. Please note: a student must have the support of the centre to be able to make any appeal.
To make an appeal to challenge assessment/moderation outcomes directly with the ASDAN organisation please refer to their specific Appeals Policy and Procedure on their website: www.org.uk
Complaints Procedure
If any student, parent or carer are dissatisfied and wishes to make a complaint about any teaching, delivery, assessment, moderation/quality assurance, results or certification related to our ASDAN qualification programme, they should follow the procedure outlined below:
1. If possible, the student, parent or carer should speak to the member of staff responsible for teaching the qualification in the first instance about the reason they wish to make a complaint.
2. The student, parent or carer should try to explain the details of the complaint: what has happened; how it happened; any relevant dates; the effect of the issue; the preferred outcome; provide any evidence.
3. If possible, the complaint will be informally resolved.
4. If the complaint remains unresolved a formal complaint can be made in writing, using the template attached, to our school office.
5. On receipt of a formal complaint, our Senior Leadership team and our ASDAN Co-ordinator will meet and discuss the issue.
6. Written acknowledgement of receipt of the complaint will be sent out within 2 working days.
7. We will then appoint a designated investigator and begin an investigation into the complaint.
8. We will send a written response offering a resolution within 10 working days and will aim to have the issue resolved within 20 working days.
9. If the complainant is unhappy with the outcome they may ask for a further review to take place. This will be the final stage in the procedure and the complainant will be advised of the outcome. 
10. You have the right to make a formal complaint against The Grove School with Ofsted if you wish.
To make a complaint directly with the ASDAN organisation please refer to their specific ASDAN Customer Complaints, Compliments and Comments Policy and Procedures found on the ASDAN website: www.org.uk


Penny Derries                                           George Murray
Headteacher                                            Chair of Governors


Next date for review:- January 2027
Your details – please complete in all cases
	Name:

	Contact address:

	Preferred email:

	Preferred phone number:

	Organisation or centre name: 

	ASDAN centre number (if known): 

	I would like to make a (delete as appropriate): complaint, compliment, comment



Your complaint, compliment or comment – please include as much detail as possible
	If you are making a complaint, please tell us what you think went wrong, how it has affected you and what you think should be done to put things right. 

























Complete this form and send it to info@asdan.org.uk 
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