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Revision History

Revision Version Author Revision Summary
Date
) Expansion of scope of qualifications covered by this
Jul-24 2.0 HoQ&C policy. Role titles updated to reflect changes.
Feb-25 21 HOQ&C Amendment to application process to reflect changes

with EPA provision.

Mar-25 2.2 HoQ&C Updated to new format.

Updated with specifics of what is needed in the
application stage.

June-25 2.3 HoQ&C Process changed to a 2-stage process for clarity and
bring in line with EPA Pro changes.

i Corrected spelling mistakes. Make EPA window clearer
AUg-25 2.4 HoQ&C instead of combining with Qualifications process.
Jun-26 25 HOQ&C Annual revision and aligned with new organisation

structure.
Introduction

FuturU is committed to providing an excellent delivery and assessment service.
However, we recognise that situations may arise where an individual may wish to:

e Appeal about an assessment decision

e Appeal about the outcome of reasonable adjustment or special considerations
application

e Appeal about the investigation decisions and/or sanctions of a malpractice or
maladministration investigation, for example, plagiarism, cheating, confidentiality,
or conflict of interest breaches (refer to the malpractice policy for further
examples).

Scope & Purpose of this Policy

This Appeals Process covers the delivery of FuturU assessments subject to external
quality assurance by Ofqual. Appeals are overseen by the Learner Affairs Panel, chaired
by the Head of Educational Operations. Where the Head of Educational Operations has
had prior involvement in a matter subject to appeal, they will not participate in the
Appeal Panel, and an appropriately qualified independent member of the Quality Board
or Training Board will be nominated to fulfil their role.

This policy applies to Regulated Qualifications Framework (RQF) qualifications and
Apprenticeship Assessment activities delivered by FuturU.

futurQU Page | 3



Quality & Compliance futurU

Appeals relating to qualifications regulated by Qualifications Scotland are managed
under SP23 Qualifications Scotland: Internal Assessment Appeals Procedure.

This document aims to outline the process for making an appeal and the steps we will
follow to investigate and respond to the appeal. The procedure is designed to ensure
that appeals are considered and responded to in a timely, fair, and transparent manner.

This policy has been developed in accordance with applicable regulatory requirements,
including Ofqual General Conditions of Recognition (where relevant), and aligns with
Quality Assurance Standard (QS) expectations for independent, fair, and transparent
appeals processes.

Obtaining Copies of the Policy

This policy can be accessed on the FuturU website.

Responsibilities

e The Head of Quality & Compliance (HoQ&C)( Responsible Officer for regulatory
reporting) is responsible for overseeing and coordinating the appeals process for
Awarding Organisation and Apprenticeship Assessment appeals.

e The Curriculum Manager is responsible for overseeing and coordinating the
appeals process for the delivery centre.

e The Head of Quality & Compliance (Responsible Officer for regulatory reporting)
and Curriculum Manager will ensure all appeals are managed fairly and
consistently.

e Lead Internal Quality Assurers (Lead IQAs), Internal Quality Assurers (IQAs), the
Quality Manager (QM), and assessors support the Head of Quality & Compliance
(Responsible Officer for regulatory reporting) or Curriculum Manager in an
advisory capacity by providing evidence and technical input. They do not
determine final appeal outcomes.

e Stage 1 appeal reviews are allocated to a designated independent reviewer who
has had no prior involvement in the learner’s delivery, assessment, or internal
quality assurance decisions. This allocation is recorded to ensure independence
and avoid conflicts of interest.

e The Learner Affairs Panel is responsible for reviewing appeal activity, monitoring
outcomes, identifying trends, and making recommendations relating to learner
assessment decisions, reasonable adjustments, special considerations, and
malpractice appeals.
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e Employers and delivery teams, where applicable, are responsible for supporting
learners throughout the appeals process. This includes assisting with completion
of applications, facilitating access to relevant evidence, and ensuring submission
within published timescales.

e The Quality Board receives and reviews reports relating to regulated qualifications
and apprenticeship end-point assessment activity, including appeal trends,
adverse effects, conflicts of interest, quality concerns and actions arising from
investigations.

e The Training Board receives and reviews reports relating to delivery centre
qualifications and training provision, including quality improvement actions
arising from appeals.

e The Board of Directors receives summary reports on appeals activity through its
subcommittees and retains overall responsibility and accountability for
governance, quality, and standards.

Definitions

Appeals will only be considered on the following grounds:

Appealing assessment grade decisions:

e An assessment grade decision contains an administrative or other error of fact
made in recording a result.

e Defects orirregularities that occurred in the assessment process and were not
known at the time at which the grade was confirmed, or the assessment, in
whatever format, was not conducted in accordance with the assessment
specification, or some other irregularity has occurred.

e There are special considerations that were not known when the grade was
confirmed, where the learner can provide valid justifications and evidence of
special considerations and why considerations could not be made known at the
time.

Appealing a decision or sanction relating to malpractice or maladministration:

e Defects orirregularities in the conduct of malpractice in the assessment
investigation process.

e There are special considerations that were not known to the Malpractice
Investigation Panel, where the learner can provide valid justifications and
evidence and why considerations could not be made known before the relevant
meeting of the Malpractice Investigation Panel.
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Appealing a decision on an application for reasonable adjustments or special
considerations:
e Irregularities in the application of the policy and/or failure to adhere to equality
duties.
e The appeal is made before the commencement of the assessment.

The appeals process is not used when a learner:

e Has concerns about their Employer and/or Training Provider,

e Wishes to challenge assessment outcomes based solely on a disagreement with
the professional judgement of an assessor,

e Wishes to gain additional feedback regarding their overall assessment decision.

e An appeal is inappropriate when a learner feels that they did not achieve the
expected result and wants their assessment to be remarked or wishes to retake
their assessment.

Appealing Against an Assessment Outcome or Decision

This is a two-stage process.

Stage One - Appeal

An appeal can only be made if the appellant believes they have grounds as detailed in
this policy.

The formal appeal aims to determine whether the correct assessment, internal quality
assurance, and administration processes, procedures, and policies were followed.

Where an appeal is related to an apprenticeship assessment, this must be made via
Proficient. No other methods will be accepted outside of this. If you are unable to see
the option in Proficient this means the window of appeal has closed and the option is
removed, ten working days from issue. No other methods will be considered, and the
application must contain the information below.

Where an appeal relates to a qualification, it must be submitted in writing, along with the
necessary supporting evidence, to quality@futuru.ai within ten working days of the
assessment result's publication. No other methods will be considered, and the
application must contain the information below.

Below are the details that must be included in the application. Please note that Proficient
does contain headings for most of these.

e Full name of the learner/apprentice.
e Apprenticeship Assessment/Qualification details.

e Grounds for appeal (taken from the list below).
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e Explanation of the reasons for the application.
e Evidence to support the above (if applicable)

Stage 1 appeals are managed by the appropriate lead function depending on the delivery
route:

« Appeals relating to FuturU delivery centre provision will be managed by the
Curriculum Manager

« Appeals relating to Awarding Organisation (RQF qualifications) and End-Point
Assessment (EPA) will be managed by the Head of Quality & Compliance
(Responsible Officer for regulatory reporting)

The assigned manager will ensure the appeal is reviewed in accordance with this policy
and that all decisions are made independently of any prior involvement in the
assessment, delivery, or internal quality assurance process. Where a conflict of interest
is identified, an independent reviewer will be appointed.

The following evidence could be used to inform the investigation:
e A copy of the assessor grading and assessment guidance document

e A copy of any specifications relating to the assessment activity subject to the
appeal, such as a copy of the invigilation and resource specifications for a
knowledge exam.

e The original assessment record and the learner’s submitted work related to the
assessment.

e The original internal appeal outcome

e The learner's consent where the employer or training provider has submitted the
appeal on their behalf.

If appropriate, the designated Quality Manager, Lead IQA or IQA will fully re-mark the
learner's assessment. They will make a report and recommendation to the HoQ&C or
Curriculum Manager who will agree the final decision.

Stage 1 timescales:

o The appellant must submit the appeal within ten working days of the assessment
decision or result being issued.

» The responsible manager will acknowledge receipt within five working days.

« The appeal will be investigated and a decision issued within ten working days of
receipt of the appeal.

Where additional time is required due to complexity, the appellant will be informed of:
» the reason for the delay, and

« arevised completion date
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Appeal Outcome

The outcomes of an appeal against an assessment outcome or decision can be:

1. Not upheld - no change to results or decision

2. Upheld - change to results or decisions which could either be positive or negative.

3. Offer toresit — The learner is offered the opportunity to resit part or all of the
assessment where disadvantage has been established.

The outcome will be issued to the learner within five working days of the investigation
being concluded and will be one of the following:

1. If the appeal shows no error or special considerations were already made, the
appeal will not be upheld, and no remedial action will be taken.

2. If the appeal process identifies that there has been an error in the recording or
publication of an assessment grade, it shall be arranged for the error to be
corrected and any necessary change made to the grade or decision. Such change
may be either positive or negative.

3. If the appeal process identifies special considerations that the Assessment Panel
did not know about, it shall be referred for review in accordance with the normal
process set out in the Reasonable Adjustments and Special Considerations

policy.

When results or decisions change following an appeal, we will:

e Amend the learner record as applicable.

e Investigate the reasons for change through internal quality assurance processes.

e Review and make any necessary corrections to systems and processes to ensure
no recurrence and provide additional training for staff.

e Make sure no other learner is affected by the same or a similar issue.

e Notify Ofqual if there has been an adverse effect on the learner or if there may be
adverse effects on other learners, alongside an associated action plan and
mitigation activities.

Outcomes will be communicated using the same method by which the appeal was
submitted unless an alternative communication method is agreed.

The Stage 1 decision will be made by the responsible manager (Curriculum Manager or
Head of Quality & Compliance (Responsible Officer for regulatory reporting)), or by an
independent reviewer where a conflict of interest is identified.

Stage Two - Appeal Panel

If the appellant remains dissatisfied with the Stage 1 outcome, they may request a Stage
2 Appeal Panel review.

A request for a Stage 2 review must be submitted within five working days of receipt of
the Stage 1 outcome.
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The Stage 2 Appeal Panel will:
« review the Stage 1 process to determine whether it was conducted fairly,
consistently, and in line with policy.
« not normally re-mark or re-investigate the original assessment unless procedural
failings are identified.

The Stage 2 Appeal Panel process will be:
« acknowledged within five working days of receipt.
« completed panel review and decision within ten working days of receipt of the
request.
» outcome issued within five working days of the panel decision.

Appeal Panels will normally comprise appropriately qualified representatives from the
following roles:

Head of Educational Operations (or nominee)

An assessor who has had no prior involvement in the matter

A Lead IQA or Quality Manager who has had no prior involvement in the matter.
At least one member who is not employed by FuturU Limited

The Appeal Panel will comprise a minimum of three members, including at least one
independent external member. The panel must include a mix of assessment and quality
assurance expertise and must remain independent of the original decision-making
process.

The Appeal Panel operates under delegated authority from the Quality Board or Training
Board, as appropriate, and acts independently of the original assessment and quality
assurance decisions.

The Stage Two Appeal Panel must contain a majority of members who were not involved
in the Stage One investigation or decision-making process.

Any panel member who has had prior involvement in the matter under appeal, or who
has an actual or perceived conflict of interest, will be replaced by an appropriately
qualified independent nominee.

The Appeal Panel may uphold the Stage 1 decision, overturn the Stage 1 decision, or
require further investigation.

The Stage 2 Appeal Panel will:

e Acknowledgement within five working days of receipt
e Panel review and decision within ten working days of receipt of the request
e Outcome issued within five working days of the panel decision.
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Further Actions

The Appeals Panel decision represents the final internal decision of FuturU under the
authority delegated through the relevant governance structure. Appeal outcomes,
themes, adverse effects, and associated actions are reported to the Learner Affairs
Panel and escalated to the Quality Board or Training Board as appropriate. Significant
matters, regulatory risks, and adverse effects are further reported to the Board of
Directors through established governance reporting arrangements.

Appealing Against a Malpractice Outcome

Applying for a Malpractice/Maladministration Appeal

Applications for appeals must be made as instructed in the section "Appealing Against
an Assessment Outcome or Decision".

The Head of Quality & Compliance (Responsible Officer for regulatory reporting) or
Curriculum Manager will hear appeals, provided they were not involved in the original
investigation. Where they were involved, a suitably qualified and independent senior
manager will conduct the appeal.

They will seek to establish whether there are grounds for appeal based on evidence of:

e Defects orirregularities in the conduct of a malpractice investigation process

e Defects orirregularities in the application of sanctions

e New or additional evidence, where there is sufficient reason for that evidence not
being available during the investigation.

e There are special considerations that the Malpractice Investigation Panel was
unaware of, and the learner can show why these considerations could not have
been known before the investigation.

Malpractice/Maladministration Appeal Outcome
The outcomes of an appeal against a malpractice outcome can be:
e Not upheld: no change to the original outcome decision or sanction

e Upheld: resulting in changes to the outcome decision or sanctions or for the
matter to be referred for further investigation.

Should the outcome of the appeal lead to a referral for further investigation, The Head of
Educational Operations will lead a review of the circumstances, associated policies and
procedures and identify whether any other learners have or could be affected and any
potential or actual adverse effects.

If the appeal is not upheld, the appellant has a right to request an appeals panel as
detailed in appealing an assessment decision or outcome section above.

fUtUI‘U Page| 10



Quality & Compliance futurU

Appealing Against a Reasonable Adjustment or Special
Considerations Decision

Applying for a Reasonable Adjustment or Special Considerations Appeal

Applications for appeals must be made as instructed in the section "Appealing Against
an Assessment Outcome or Decision".

The Head of Quality & Compliance (Responsible Officer for regulatory reporting) or
Curriculum Manager will hear appeals, provided they were not involved in the original
decision. Where they were involved, a suitably qualified and independent senior manager
will conduct the appeal. The investigation will take account of:

e the original application for reasonable adjustments or special considerations

e the original decision and evidence

e the policy

e the appeal request and any supporting evidence

Reasonable Adjustments or Special Considerations Appeal Outcome
The outcomes of an appeal can be:

e Not upheld: no change to the original decision
e Upheld: resulting in approval of the reasonable adjustment or alterations to the
adjustments agreed

If the appeal is upheld, all parties who need to know are informed of the agreed
adjustments and that they are put in place for the assessment. It will also trigger a
review of policies and procedures, retraining where required, and a check to see if any
other learners may be impacted and whether there are any risks of adverse effects to be
reported to the regulator.

If the appeal is not upheld, the appellant has a right to request an appeals panel, as
detailed in stage two of the appeals process above. Regarding reasonable adjustments
and special considerations, one of the panel members will be an equality expert.

Ofqual

Where adverse effects have been identified, the Responsible Officer will report them to
Ofqual alongside the associated action plan. The matter will be reviewed by the relevant
Quality Board or Training Board, including progress against mitigating actions, and
significant matters will be escalated to the Board of Directors through governance
reporting arrangements.
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Recording

All appeals and decisions will be recorded on Proficient or a confidential log for
qualifications, with any personal details anonymised. The log will record the activity
related to the appeal, the date, and the outcome of the investigation. The Responsible
Officer and Learner Affairs Panel will review the appeals log monthly. Summary analysis,
trends, actions and identified risks will be reported quarterly to the Quality Board and/or
Training Board and included within governance reports submitted to the Board of
Directors.

Records relating to appeals will be retained in accordance with FuturU's Data Retention
Policy.

Significant themes, recurring issues, and adverse effects identified through appeals will
be considered as part of organisational risk management and continuous improvement
activities.

Fees

There are no fees or charges for handling or investigating appeals.

Confidentiality and Data Protection

Confidentiality is an essential factor in conducting appeals investigations. FuturU will
always consider any legislative requirements, such as data protection legislation, as well
as internal policies on confidentiality and the use of complainant information.

Appeals will be managed with appropriate confidentiality, and information will be
released only to those who need it to investigate or respond to the appeal. Third parties
will only be told about the investigation if they are strictly necessary to obtain the
information required from them.

An anonymised summary of appeals and the outcomes will be shared with the
applicable Board and summarised within reports to the Board of Directors.
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