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Learners who are unhappy with any aspect of the assessment and award process should first discuss their problem with their Centre Representative or Centre Manager. If this does not provide satisfaction, they may invoke the Centre’s appeals procedure. It is a condition of Centre approval that every Centre has an appeals procedure and that Learners are advised of the procedure when they first register. 

If a Learner is not able to resolve an appeal at the approved centre then he/she has the right to appeal to the BCS. This may be done via the centre manager or direct to the BCS Quality Team in writing. Learner appeals must be made to the BCS within 20 days of the date of the assessment with a fee of £10. This fee will be refunded if the Learner’s result improves following the appeal. The BCS will acknowledge receipt of the appeal and advise the Learner or centre of the timescale for a decision. 

The BCS Representative will investigate the circumstances of the appeal and make a report to the appeals panel. In very exceptional cases, the appeals panel may request the Centre Manager, possibly accompanied by the Learner, to attend a meeting of the panel to provide further explanation of the circumstances of the appeal. Appeals panel decisions will be given in writing to the Centre Manager and the Learner and are final. 
If the decision affects other results, appropriate steps will be taken to protect the interests of all Learners and the integrity of the qualification. 

The minimum requirement for a Centre’s Learner Appeals procedure is detailed below: 

For Manual Marking 
· Learners who are unhappy with any aspect of the assessment and award process should first discuss the problem with their Centre Representative or the Centre Manager within 5 days of receiving their result 
· The reasons for dissatisfaction must be made clear by Learner at this time 
· The Centre will keep a record of such discussion together with date and outcome 
· Where necessary the 1st marker will be instructed to re-mark, and the 2nd marker will also be instructed to mark or re-mark 
· It should be noted that if the Learner was borderline double marking should already have been undertaken 
· If this does not provide satisfaction the Learner may raise a formal appeal 
· Appeals will only be accepted if made in writing (not e-mail) to the Centre Manager within 10 days of receiving their result, outlining clearly the circumstance of the appeal 
· The 1st and 2nd markers will re-mark again, or consider if there are any aspects that should be taken into account in the Learners performance 
· In some circumstances the Learner may be offered a free re-test (e.g. hardware or software problems) 
· If this is not the case and the result remains unchanged and the Centre Manager is unable to resolve the impasse then the Learner must write to named representative (within 5 days of receiving the 3rd result) who will act as an independent arbiter) 
· If the Learner is still unhappy then he/she has the right to appeal to the BCS Awarding Body. This may be done via the Centre Manager or direct to the BCS Quality Co-ordinator in writing. The address will be supplied on request 
· The BCS Representative will investigate the circumstances of the appeal and make a report to the appeals panel. In very exceptional cases, the appeals panel may request the 
· Appeals panel decisions will be given in writing to the Centre Manager and the Learner and are final 



For Automated Assessment 
· Learners who are unhappy with any aspect of the assessment process should first discuss the problem with their Centre Representative or the Centre Manager or representative within 5 working days of receiving their result 
· The Learner must make the reasons clear at this time 
· Assessments are undertaken using automated testing software which has been approved by the ECDL Foundation. In the event of a Learner raising a complaint the assessment report that will have been produced by the system will be fully discussed with the Learner 
· An action plan will be agreed and a further assessment date scheduled. In some circumstances the Learner may be offered a free re-test (e.g. if there had been hardware or software problems) 
· If the Learner is unhappy with the decision of the Centre Manager the Learner must write to the named representative within 5 working days who will fully review the complaint and attempt to find a solution 
· The Centre will keep a written record of each stage of the process with dates and outcomes 
· If the Learner is still unhappy then he/she has the right to appeal to the BCS Awarding Body. This may be done via the Centre Manager or direct to the BCS Quality Co-ordinator in writing. The address will be supplied on request 
· The BCS Representative will investigate the circumstances of the appeal and make a report to the appeals panel. In very exceptional cases, the appeals panel may request the Centre Manager possibly accompanied by the Learner, to attend a meeting of the panel to provide further explanation of the circumstances of the appeal 
· Appeals panel decisions will be given in writing to the Centre Manager and the Learner and are final 
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