
 

 

Complaints and appeals procedure 

1. Introduction 

Safetyboss is committed to providing first-class end-point assessment service, and fully 

supports the need to continually review and improve our service. 

Despite this, there may be occasions where an apprentice feels they might have suitable 

grounds for an appeal against a decision related to the end-point assessment. 

This policy covers our complaints and appeals procedure which should be followed by all 

parties involved with the apprenticeship programme regarding any queries or concerns 

relating to our end-point assessment delivery. 

2. Our Responsibility 

It is the responsibility of all staff involved in the apprenticeship process to ensure all parties 

are aware of the contents of this policy. 

We also have the responsibility to ensure that our complaints handling procedure is followed 

efficiently for all complaints. 

3. Procedures 

This policy covers both complaints and appeals: 

 Complaints – an expression of dissatisfaction with facilities or services. An individual 

from any of the parties involved may wish to submit a complaint if they believe that 

there was an issue in the provision of the assessment. 

 

 Appeals – specific challenges to judgements made in relation to an assessment. 

Individuals have the right to appeal against a decision made by the examination board 

where they feel there was an irregularity in the conduct or the decision making 

process, affecting the results of themselves / their apprentice. 

We ensure that all complaints and appeals are thoroughly investigated and given fair 

consideration, with findings communicated within suitable timescales. 

This policy covers the following: 

 End-point assessment complaints procedure 

 End-point assessment enquiry about results procedure 

 End-point assessment appeals procedure 

 

End-point assessment complaints procedures 

Complaints at the initial stage must first be reported to the main office either by email to 

info@safetyboss.co.uk, or by phone on 01394 389683. One of our office administrators will 
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then discuss the complaint further with the person who has raised it to ensure we have all of 

the relevant information. 

This can then be escalated to the relevant person (usually our Lead Assessor) where a formal 

response / rectification can be decided and communicated back to the person making the 

complaint.  

This will be done at our earliest convenience, and should be no longer than 28 days from the 

date of the event that the complaint is being made about. 

When issuing a complaint to Safetyboss, please provide us with any supporting documents 

relevant to the complaint in order for us to have as much information as possible. 

Complaints about any aspect of our end-point assessment service should usually be 

submitted to Safetyboss by the employer or training provider. However, apprentices can 

make the complaint directly to Safetyboss in exceptional circumstances where they feel the 

complaint has not be satisfactorily handled by their employer / training provider. 

A copy of all complaints will be kept privately on a secure system for up to two years after the 

complaint was made.  

End-point assessment enquiry about results procedure 

For any queries or dissatisfaction with any end-point assessment results (e.g. inaccurate 

results or concerns that correct procedures were not followed) the initial step is to complete 

an Enquiry About Results (EAR) using the form under Appendix 1. 

The completed EAR form should be submitted to the main office to info@safetyboss.co.uk. 

This form will be used to put together a detailed report by the Lead Assessor regarding the 

enquiry, which will be reviewed by our Quality Lead to ascertain whether further moderation 

is necessary. 

The Safetyboss Quality Lead will review the enquiry and communicate their findings and 

information about any further action to be taken within 21 days. If the end-point assessment 

result is found to be incorrect and the result uplifted, Safetyboss will issue new results and an 

amended certificate. 

If other end-point assessment decisions may be affected by the result of an enquiry, all similar 

results will be recalled and reviewed in the same way. 

End-point assessment appeals procedure 

If doubts about any end-point assessment results still persists following the EAR process, the 

individual making the enquiry should submit an appeal in writing using the form under 

Appendix 2. This will be reviewed by our senior team to review any additional evidence. If the 

end-point assessment result is found to be incorrect and the result uplifted, Safetyboss will 

issue new results and an amended certificate. 

Safetyboss may, at its discretion, direct the apprentice to undertake another end-point 

assessment with a different assessment examiner either at our own centre or an alternative 
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centre as agreed by Safetyboss. We will communicate all findings of an appeal within 28 days 

of receipt. 

4. Personal Data 

We respect the privacy of all of our apprentice candidates. All data regarding complaints and 

appeals will be kept confidential as far as possible to ensure a fair and thorough review.  

Details of the complaint / appeal may need to be shared with others who are involved with 

the assessment process in order to determine the appropriate remedial action. 

5. Fees 

Safetyboss charges a fee of £20 per apprentice for an Enquiry About Results (EAR). The fee 

will be refunded if the EAR is successful in changing the apprentice’s grade. 

We also charge a fee of £150 for an appeal against the outcome of an EAR. We will not be 

responsible for any costs associated with an end-point assessment re-sit. 

All fees and reasonable travel and subsistence costs arising from an end-point assessment re-

sit (where necessary) will be refunded if a subsequent appeal or EAR is successful (upheld). 

 

Contact Details 

Safetyboss 

Unit 3-4 Deben Mill Business Centre, 

Old Maltings Approach, 

Melton, 

Woodbridge, 

Suffolk 

IP12 1BL 

 

Tel: 01394 389683 

Email: info@safetyboss.co.uk 
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Appendix 1 – Enquiries About Results (EAR) form 

 

Enquiries About Results (EAR) Form 

Part A: Candidate Consent Form 

Please read all of the information in this form carefully before signing it. 

If your employer / training provider makes an Enquiry About Results (EAR) and potentially a 

subsequent appeal of your end-point assessment there are two possible outcomes. 

Either your original grade is: 

 Confirmed as correct and there is no change to the grade. 

 Changed, meaning your final grade may be higher or lower than the original grade you 

received. 

By signing this form, you are confirming that you have understood the potential options of 

the outcome from this EAR, and that you give your consent to proceeding with it. 

 

Apprentice Number: 
 

Apprentice Name: 
 

Qualification: 
 

Unit Code: 
 

 

By signing this form I give my consent to my employer / training provider to make an enquiry 

about the result of my end-point assessment listed above. 

By giving my consent I understand that the grade I receive following an Enquiry About Results 

and any subsequent appeal may be lower / higher than, or the same as the grade awarded 

originally. 

 

Apprentice Signature: 

Centre Name: 

Date: 

 



 

Enquiries About Results (EAR) Form 

Part B: Centre Consent Form 

Safetyboss charges a fee of £20 per apprentice per unit for an Enquiry About Result. The fee 

will be refunded if the EAR is successful in changing the apprentice’s guide. 

Details of enquiry 

Please complete the section below with your enquiry about your end-point assessment result: 

 

Centre Number: Centre Name: 

Please provide an overview of your enquiry regarding your end-point assessment result: 

 

Signature on behalf of centre: 

Date: 

 

This form should be retained on the centre’s files for at least six months following the outcome 

of the Enquiry About Results or any subsequent appeal. 

  

Once completed, please email this form to info@safetyboss.co.uk. 

 

Centre Contact Information 

Centre contact person name: 

Email address: 

Phone number: 
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Appendix 2 – End-point assessment appeals form 

End-point assessment appeals form 

Centre and apprentice details 

Centre name:  

Centre number:  

Centre contact details:  

Apprentice Name:  

Date complaint submitted to 
centre: 

 

 

Please submit evidence of the following: 

1. Evidence supporting your appeal 

This includes any statements you have from colleagues, peers or clients. These can be 

attached along with the form when submitting it to us. 

2. A statement outlining why you are unhappy with the outcome of the end-point 

assessment Enquiry About Results (EAR). 

Please outline your statement below: 

 

Appellant name:  
Appellant signature:  
Apprentice signature (if not the 
complainant): 

 

Date:  
 

 


