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CANDIDATE COMPLAINTS AND APPEALS PROCEDURE
Where a candidate or their representative wishes to complain about an assessment decision or any other aspect of the centre’s activities relating to the assessment and verification/moderation of IMI Awards’ qualifications, they must in the first instance, follow the approved centre’s complaints procedure. Only when this route has been exhausted should a candidate complain to IMI Awards.

Note: All approved centres must have a clear and up-to-date complaints procedure which must be provided to candidates (normally during their induction).
Candidates or their representatives who wish to take their complaint further, or who wish to complain against a decision or action taken by any IMI Awards personnel, should contact IMI Awards.  
Complaints should be referred to the IMI Head of Customer Support and Compliance and should be made in writing.  The Head of Customer Support and Compliance will arrange for the Chief Verifier or other members of the quality assurance team to investigate the complaint.  Ultimately, it will be the Head of Customer Support and Compliance Customer Support and Compliance’s responsibility to resolve the complaint to the satisfaction of all parties wherever possible.

Resolving Complaints

If it not possible to resolve the complaint within a week – often complaints are able to be sorted out immediately – the candidate or their representative will be sent a written acknowledgement stating which member of staff is progressing their complaint.  IMI Awards will issue a response as soon as possible thereafter, but no later than one month from the date that the complaint was received.

Any candidate or centre who is not satisfied by the proposals made to resolve their complaint may appeal against the decisions made.

Candidate Appeals

A candidate may appeal to IMI Awards, free of charge, regarding decisions of an approved centre on the following grounds:

· discrimination of any sort

· dissatisfaction over assessment decisions

Candidates may also appeal to IMI Awards, free of charge, if a complaint made about decision or action taken by any IMI Awards personnel has not been resolved to their satisfaction.
The IMI Awards candidate appeals process follows the stages below:
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                                        Independent Review
Appeals must be submitted in writing to the Head of Customer Support and Compliance.  A written acknowledgement of the appeal, stating when the appeal will be heard, will be issued within two working days from the receipt of the appeal.

The Head of Customer Support and Compliance will arrange for the appropriate member(s) of the quality assurance team to investigate the grounds for appeal and to report his/her findings, in writing, within 21 working days.

As part of the appeal process, the Head of Customer Support and Compliance will review this report and all information provided by the candidate.  He will inform the candidate of the outcome of the appeal, in writing, within one month of receipt of the written appeal.  (Note: In some cases and at IMI Awards’ discretion, the timescale for the appeal process may be extended).

If the candidate is not satisfied with the appeal decision, they may take their appeal to IMI Awards’ Executive Director, who will respond, in writing, within one month of the appeal being submitted to him. 

If the Executive Director is unable to resolve the issues raised, then the next stage is for the appeal to be heard by the Awarding Standards and Compliance Committee (ASCC).

The candidate will be notified of the outcome of an appeal heard by the ASCC within 14 days of the meeting taking place.

If the ASCC is unable to resolve the issues raised, then the candidate will be offered the opportunity to take his/her appeal to independent review.  This review will be carried out by a person who is independent from the candidate, centre IMI Awards and the Institute of the Motor Industry (IMI).

The outcome of the independent review is final and binding on all parties.  The appellant and IMI Awards will be notified of the outcome of an independent review within 14 days of the review taking place.
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