
 
 
 
 
 
 
 

OUR POLICIES 
 
APPEALS POLICY 
 
INTRODUCTION 
This policy is aimed at our learners, who are enrolled on or have taken an ITEC approved qualification or 
unit. It sets out the process we follow when submitting appeals and the process we will follow when 
responding to enquiries and appeals. 
It is also for use by our staff to ensure they deal with all appeals in a consistent manner. 
 
CENTRE’S RESPONSIBILITY 
It is important that our staff involved in the management, assessment and quality assurance of our 
qualifications and Learners are aware of the contents of the policy. 
In addition, we have internal appeal arrangements which Learners can access if they wish to appeal 
against a decision taken by North Oxfordshire Holistic Training. If an individual wishes to appeal against 
a decision taken by North Oxfordshire Holistic Training it must first of all go through the North 
Oxfordshire Holistic Training’s appeals process before bringing the matter to ITEC. 
 
REVIEW ARRANGEMENTS 
We will review the policy annually as part of our self-evaluation arrangements and revise it as and when 
necessary in response to Learner feedback or requests from, or good practice guidance issued by, the 
regulatory authorities. 
 
FEES 
We will charge Learners a fee to cover the administrative and personnel costs involved in dealing with 
enquiries and appeals. The fee will be refunded on successful outcome of the appeal. 
 
AREAS COVERED BY THE POLICY 

• Appeals from Learners in relation to an assessment decision on the basis that we did not apply 
procedures consistently or that procedures were not followed properly and fairly. 

• Appeals from Learners relating to a North Oxfordshire Holistic Training decision to decline a 
request to make reasonable adjustments or give special considerations 

• Appeals from Learners in relation to the application by North Oxfordshire Holistic Training of a 
sanction resulting from a verification visit or an investigation into malpractice or 
maladministration or a decision to amend a Learner/set of Learners results following a 
malpractice or malpractice investigation 

 
PROCESS FOR RAISING AN APPEAL 
Learners have 4 weeks from the date notified of the decision appealing against in which to lodge an 
appeal against a decision this includes assessment results; Learners to retain their course evidence until 
they receive their result. 
An appeal on behalf of Learners must ensure that obtained written permission of the Learner(s) 
concerned as grades/results can go down as well as up because of an investigation. 
 
 
 



 
 
 
 
 
 
 
 
FIRST STAGE OF THE NORTH OXFORDSHIRE HOLISTIC TRAINING APPEALS (INITIAL ENQUIRY STAGE) 
Learners should submit their appeal in writing to North Oxfordshire Holistic Training for the attention of 
the principal within 30 working days of receipt of their ITEC examination results. 
The appeals must come with supporting evidence 
The learner must also enclose the fee to action the enquiries and appeals procedure. 
North Oxfordshire Holistic Training Centre will respond to enquiries and appeals within 20 working days 
of receipt of the appeal. 
Where the appeal is regarding a theory mark or case studies, the paper/case studies will be re-marked 
If it is an appeal against a practical examiner’s decision, a detailed report will be produced by the first 
examiner that will be reviewed by an ITEC Internal Quality Assurance panel to ascertain whether 
moderation is necessary. 
If ITEC finds the assessment decision to be correct it will set out its reasons in writing with supporting 
evidence 
If the assessment decision is proved to be incorrect and the result is uplifted, ITEC will issue the new 
result and diploma and will return the learner’s fee for the enquiry/appeal. 
If other assessment decisions may be affected by the result of such an appeal, all similar results will be 
recalled and reviewed in the same way 
If the learner is not satisfied with the result of ITEC’s review of the appeal, it should write to ITEC within 
15 days of receiving the review requesting a re-examination. The appropriate payment must be 
enclosed for the part of the examination to be retaken as set out within the ITEC Schedule of Fees. 
 
THEORY RE-EXAMINATION 
ITEC will provide a theory examination paper for a date to be requested by the college to be invigilated 
by the college under the standard ITEC theory examination regulations and procedures. 
This paper will be marked by a different marker to those involved in the original appeal/enquiry. The 
appropriate payment must be enclosed for the part of the examination to be re-taken as set out in the 
ITEC Schedule of Fees. 
If the candidate’s result changes from Refer to Pass or from Pass to Credit or Credit to Distinction the 
payment will be refunded. 
If other assessment decisions may be affected by the result of such an appeal, all similar results will be 
recalled and reviewed in the same way. 
 
PRACTICAL RE-EXAMINATION 
As soon as possible the candidate will be re-examined at a practical examination at North Oxfordshire 
Holistic Training, or an alternative college (where available) as agreed with ITEC. Wherever possible a 
different practical examiner will conduct the examination. 
The examination grade will then be reviewed by a member of the ITEC Council. If the new grade is 
higher than the previous grade, to the extent that the candidate’s result changes from Refer to Pass or 
from Pass to Credit or Credit to Distinction the payment will be refunded. 
If other assessment decisions may be affected by the result of such an appeal, all similar results will be 
recalled and reviewed in the same way. 
 
CASE STUDY RE-EXAMINATION 
As soon as is possible the case studies will be reviewed by a member of the ITEC Council. If the result 
changes to a pass grade the reassessment fee will be refunded. If the result remains the same the 



 
 
 
 
 
 
college/centre will be informed in writing of any additional information required to uplift the case 
studies to a pass grade. 
If other assessment decisions may be affected by the result of such an appeal, all similar results will be 
recalled and reviewed in the same way. 
  
SITUATIONS BOUGHT TO OUR ATTENTION BY THE REGULATORY AUTHORITIES 
Where the regulators notify us of failures that have been discovered in the assessment process of 
another awarding organisation we will review if a similar failure could affect our own assessment 
processes and arrangements. 
 
SEEKING AN INDEPENDENT REVIEW 
If you decided to proceed to the independent appeal stage we will arrange for an independent review 
to be carried out. 
This will be carded out by someone who is not an employee of ITEC, an Assessor working for ITEC, or 
otherwise connected to ITEC. They will also be someone with the relevant competence to make a 
decision in relation to the appeal and will have not a personal interest in the decision being appealed. 
The Independent Reviewer will review all the evidence which took place in the above stages and review 
if we have applied our procedures fairly, appropriately and consistently in line with our policy. 
The independent review process may involve: 

• a discussion with the Appellant or the Learner and ITEC personnel 
• a request for further information from the Appellant, the Learner or ITEC personnel 
• a Centre visit by authorised ITEC personnel 

The Independent Reviewer’s decision is final in relation to how ITEC will consider such appeals and we’ll 
let you know the outcome of the review within 20 days of receipt of the third appeal. If the 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.) 
 
PROCESS FOR THE INDEPENDENT REVIEW: 
Centre will resubmit an appeal in writing to ITEC head office for the attention of the appeals 
department within 15 working days from receipt of the re-examination request 
The appeal will come with supporting evidence from the head of the centre/department 
The learner must also enclose the fee to action the appeals 
ITEC will respond to the enquiry/appeal within 20 working days from receipt of the request 
The appeal will be reviewed by the full ITEC Quality Assurance Panel and an independent person who 
has no other connection with ITEC and has not worked for them within the past 7 years. The process will 
focus on whether ITEC used procedures in accordance with the ‘common accord’ and whether ITEC 
applied procedures properly and fairly in arriving at its decision. If the panel still finds the assessment 
decision to be correct it will set out its reasons in writing with supporting evidence. 
If the assessment decision is proved to be incorrect and the result is uplifted, ITEC will issue the new 
results and Diploma and will return the learner’s fee for the appeal. 
If other assessment decisions may be affected by the result of such an appeal, all similar results will be 
recalled and reviewed in the same way. 
  
SUCCESSFUL APPEALS AND/OR ISSUES BROUGHT 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, ITEC will give due consideration to the outcome and will as 
appropriate take actions such as: 
amend the record of the Centre concerned 



 
 
 
 
 
 
identify any other Learners who have been affected correct or, where it cannot be corrected, mitigate 
as far as possible the effect of the failure (e.g. and amend the results for the Learner(s) affected 
following an appropriate investigation) 
review 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 co-operate with any follow-up investigations required by the qualifications regulators and if 
appropriate agree any remedial action with them. 
  
 
COMPLAINTS POLICY 
 
INTRODUCTION 
This document sets out our complaints policy and procedure and is aimed at our Learners and all 
interested parties who encounter a direct or indirect service from North Oxfordshire Holistic Training  
We are confident of providing a high-quality service and would be extremely disappointed if this is not 
the case. 
Therefore, it is important should you feel you have encountered a level of service that is below both 
yours and our expectations that you raise any concerns you may have with us immediately so that we 
may address them and learn lessons.  
 
SCOPE 
This policy covers complaints Learners may wish to make in relation to the qualifications and associated 
services offered by North Oxfordshire Holistic Training. 
If you are unhappy about the way an examination or assessment was delivered and conducted and you 
suspect malpractice may have occurred you should send your concern to us in accordance with the 
arrangements in our Malpractice and Maladministration Policy. 
 
NORTH OXFORDSHIRE HOLISTIC TRAINING’S RESPONSIBILITY 
We are involved in the management, assessment and quality assurance of our qualifications, and 
Learners, are made aware of the contents of the policy and that complaints handling procedure and 
appeals process is in place to deal with complaints from Learners about the services that are provided 
from our centre. 
  
REVIEW ARRANGEMENTS 
We will review the policy and its associated procedures annually as part of our self-evaluation 
arrangements and revise it as and when necessary in response to Learner or regulatory feedback (e.g. to 
align with any appeals and complaints process established by the Regulators) and any trends that may 
emerge in the subject matter of complaints received. 
If you would like to feedback any views please contact us via the details provided at below. 
 
HOW SHOULD I COMPLAIN 
All staff have been trained to help our students, and they all like to help, so you should first try to sort 
out any problem at the earliest opportunity by speaking to the person who dealt with you. 
If they cannot help or you wish to speak to someone else, you can ask to speak to the principal. 
If this is not possible, or if you are not satisfied with the help provided by the principal, please send a 
written complaint, normally within one month of the event you are complaining about, and address it to 
us at the contact details outlined at the end of the policy. 



 
 
 
 
 
 
Learners and/or members of the public who wish to complain about a level of service provided by the 
Centre at which they have taken an ITEC qualification should have exhausted their Centre’s own 
complaints process before bringing the complaint to ITEC. However, Learners can make the complaint 
directly to ITEC in exceptional circumstances where they feel there was a significant breach by the 
Centre of our various procedures. 
 
IF I COMPLAIN WHAT DETAILS DO I HAVE TO GIVE 
When you contact us, please give us your full name, contact details including a daytime telephone 
number along with: 
A report that should contain the following if possible and relevant: 

• copies of correspondence between the learner and the centre head regarding the complaint  
• a statement of the circumstances and facts surrounding the complaint 
• written statements from all learners concerned 
• details of the centre’s procedure for informing learners of Soul Energy’s policies 
• any work of learners and other assessment material relevant to the investigation 
• any other supporting documents relevant to the complaint 

 
ITEC will if it feels necessary contact the centre directly for their comments on the complaint ensuring 
confidentiality regarding the learners concerned. The centre has 10 working days to respond 
Each complaint will be considered on an individual basis by the North Oxfordshire Holistic Training 
complaints team based on all the information provided by the centre 
North Oxfordshire Holistic Training will contact the learner in writing within 20 working days of receipt 
of the complaint outlining any further action North Oxfordshire Holistic Training /ITEC may take 
  
COMPLAINTS BROUGHT TO OUR ATTENTION BY THE REGULATORS 
Where the Regulators notify us about failures that have been discovered in the assessment process or 
other activities of another awarding organisation, these will be reviewed in the same manner as other 
external complaints in accordance with the procedures below to ascertain if the same issue could affect 
ITEC qualifications. 
 
CONFIDENTIALITY AND WHISTLE BLOWING 
Sometimes a complainant will wish to remain anonymous. However, it is always preferable to reveal 
your identity and contact details to us, and if you are concerned about possible adverse consequences 
please inform us that you do not wish for us to divulge your identity. If it helps to reassure you on this 
point, we can confirm that we are not obliged (as recommended by the Regulators) to disclose 
information if to do so would be a breach of confidentiality and/or any other legal duty. 
While we are prepared to investigate issues, which are reported to us anonymously we shall always try 
to confirm an allegation by means of a separate investigation before taking up the matter with those 
the complaint/allegation relates. At all times we will investigate such complaints from whistleblowers in 
accordance with relevant whistle blowing legislation. 
 
WHAT WILL HAPPEN TO MY COMPLAINT 
We will acknowledge receipt of your complaint within 48 hours, letting you know who is investigating 
your complaint. 
We aim to investigate the complaint within 10 working days. If your complaint is more complex, or 
involves people who are not available at the time, we may extend this to 10 working days. We may 
contact you within this period to seek further information or clarification (in some instances we may 



 
 
 
 
 
 
recommend a meeting.) At the end of the investigation we shall write/email to inform you of our 
decision. 
 
WHAT HAPPENS IF MY COMPLAINT IS UPHELD 
If any part of your complaint is upheld we will of course respond to the Complainant accordingly and 
give due consideration to how we can improve our service and arrangements. For example, by 
reviewing our procedures to assess the impact on our arrangements and assessment process (if 
relevant) or arranging for staff training. In extreme circumstances, internal disciplinary procedures may 
be exercised where the performance or behaviour of our staff is deemed in appropriate. 
In situations where a complaint has been successful and indicates a failure in our assessment processes 
we will as appropriate take actions such as: 
identify any other Learner who has been affected by that failure 
correct, or where it cannot be corrected, mitigate as far as possible the effect of the failure, and ensure 
that the failure does not recur in the future 
 
WHAT IF I AM NOT HAPPY WITH THE REPLY 
If you disagree with the decision the first point of call is the ITEC Operations Manager 
CUSTOMER SERVICE STATEMENT 
North Oxfordshire Holistic Training is an organisation offering a variety of qualifications. North 
Oxfordshire Holistic Training provides quality assured qualifications that are regulated by the Office of 
the Qualifications and Examinations Regulator (OfQual) in England. These qualifications are on the 
Qualifications and Credit Framework (QCF) or the National Qualifications Framework (NQF), and many 
attract funding from the Skills Funding Agency. All ITEC qualifications are supported by industry, 
ensuring that good and current practice in the workplace is reflected in each syllabus, giving 
reassurance that the required level of knowledge and skill for a practitioner is achieved. ITEC 
qualifications are easily transportable both nationally and internationally. 
 
SERVICE QUALITY 
North Oxfordshire Holistic Training is committed to delivering a best in class service, through the 
provision of open and fair opportunities for learning, maintaining competence and raising professional 
standards within its sectors. 
North Oxfordshire Holistic Training aims to use good practice and the implementation of policies and 
procedures to ensure that all customers receive a fair and consistent level of service. 
It is North Oxfordshire Holistic Training’s policy that all enquiries will be dealt in a clear and friendly 
manner, with no undue delay and within 48 hours. If we are unable to respond fully within 48 hours we 
will provide you with an estimated response date. Enquiries will be received initially by staff on the 
number below and then, if necessary, transferred to the relevant member of staff as shown below. 
 
Telephone:            01869 360303/ 07796 016 769 
Email:             oxfordshireholistic@gmail.com 
Post:                     30 The Magnolias, Bicester. Oxfordshire. OX26 3YG 
Office Hours:  9.00 am to 5.00 pm Monday to Friday with voicemail available outside normal 

office hours. 
 
FEEDBACK 
North Oxfordshire Holistic Training encourages feedback on all aspects of our operations, and all 
feedback is taken seriously. North Oxfordshire Holistic Training will acknowledge receipt of all 
comments, whether from customers, suppliers, staff or students. 

mailto:oxfordshireholistic@gmail.com


 
 
 
 
 
 
Feedback is used to ensure that the service offered is continuously reviewed and improved and remains 
fit for purpose. 
Feedback is welcomed through any media including, but not limited to: email; letters and conversations. 
  
 
EQUAL OPPORTUNITIES & DIVERSITY POLICY 
  
INTRODUCTION 
This policy is aimed at our Learners, who are enrolled on or have taken an ITEC approved qualification 
or unit. 
It sets out our intention to deliver a service and range of qualifications that are fair, accessible and do 
not include any unnecessary barriers to entry. 
 
NORTH OXFORDSHIRE HOLISTIC TRAINING’S RESPONSIBILITY 
It’s important that our staff involved in the delivery of our qualifications and Learners are fully aware of 
the contents of the policy (e.g. via their induction when first embarking on ITEC qualifications.) 
 
REVIEW ARRANGEMENTS 
We’ll review the policy annually and revise it as and when necessary in response to customer and 
Learner feedback, changes in our practices, actions from the Regulatory Authorities or external agencies 
or changes in legislation. 
  
AREAS COVERED BY THE POLICY 
 
NORTH OXFORDSHIRE HOLISTIC TRAINING 
North Oxfordshire Holistic Training commits to incorporating specific and appropriate duties in respect 
of implementing the equal opportunities policy into job descriptions and work objectives of all staff. 
North Oxfordshire Holistic Training will provide equality training and guidance as appropriate to our 
staff; including as part of staffs’ induction training as well as further on-going courses as identified via 
our internal staff performance review arrangements. 
 
QUALIFICATION DEVELOPMENT 
North Oxfordshire Holistic Training will ensure that there are no features that could disadvantage any 
groups of Learners that share a characteristic or barriers to entry other than those directly related to 
the purpose of the units or qualifications. The nature of any such features or barriers will be stated and 
the inclusion of the requirements that create the barrier justified in terms why they are required for the 
unit or qualification. 
 
CENTRES 
North Oxfordshire Holistic Training enable Learners to have equal access to training and assessment for 
qualifications irrespective of their sex, marital status, age, religion, colour, race, nationality or ethnic 
origin or disability. Assessment must similarly be undertaken without discrimination. North Oxfordshire 
Holistic Training have in place a policy to ensure that such discrimination does not occur either directly, 
indirectly or as a result of pressure from other bodies. 
Where complaints relating to issues of inequality cannot be satisfactorily resolved by North Oxfordshire 
Holistic Training, Learners must be made aware of their right to appeal to ITEC via the arrangements 
outlined in our Enquiries and Appeals Policy. 
 



 
 
 
 
 
 
MONITORING THE SUCCESS AND RELEVANCE OF OUR ARRANGEMENTS 
 North Oxfordshire Holistic Training is committed to complying with all current and relevant legislation 
and, which at the time of writing includes, but is not limited to the Equality Act 2010 and Northern 
Ireland Equality Law. 
As part of the Learner registration and certification processes for qualifications and units North 
Oxfordshire Holistic Training Centre may collect information on diversity, requests for special 
considerations, access arrangements and feedback from Learners. 
All relevant issues identified that suggests that our provision or services may have unnecessarily 
impacted on Learners will be reported back to the Principal who will be responsible for ensuring that 
relevant staff introduce, as appropriate, amendments to provision and/or services where necessary and 
in accordance with our documented procedures for developing and reviewing units and qualifications. 
 
 


