MOUNTVIEW EXAMS

COMPLAINTS, ENQUIRIES AND APPEALS
POLICY

1. Introduction

Mountview Exams (MX) are committed to ensuring that every Performer, Teacher and Centre
engaging with us receives a fair, transparent and supportive experience. While our team of
trained Examiners, administrators and staff Members work to the highest standards, we
recognise that there may be occasions where individuals are dissatisfied with the services we
provide. This policy explains how to make a complaint, submit an enquiry about a result, or
lodge an appeal. For advice or clarification, please contact: exams@mountview.org.uk.

1.1 Definitions

COMPLAINT: A formal statement which records dissatisfaction with the services, processes or
procedures of Mountview Exams, but which does not explicitly question marks awarded. A
complaint may take the form of:

e the conduct of an Examiner or the quality of examination/administrative services
provided for a specific session

e broader concerns relating to MX processes or administrative procedures

e issues with how a Teacher or Centre has interacted with Performers (e.g. incorrect
entries, delays in distributing Certificates). Please note: MX does not regulate or
accredit Teachers or training providers, but this will be acted on where appropriate,
potentially with the action of Sanctions

ENQUIRY about a result: A request to review the result(s) awarded to a Performer or group of
Performers, where a procedural issue has been identified. This would initiate a Results Review
process (see Section 3.2).

APPEAL: If customers are dissatisfied with the outcome of a complaint or enquiry, or with
decisions relating to Reasonable Adjustments, Special Considerations, Conflicts of Interest,
Sanctions, or Malpractice and Maladministration investigations, they may lodge an appeal.
Appeals have two levels with escalation to an Independent Reviewer external to Mountview for
the second level appeal.

Complaints, enquiries and appeals must relate to a procedural issue or concern and
should not stem solely from dissatisfaction with a mark awarded by our Examiners.

Please note: If the Performer has experienced temporary personal difficulties outside of their
control which may have a detrimental effect on their ability to complete their
exam/demonstrate their level of attainment, they should apply for Special Considerations.
More information can be found in our Special Considerations policy.

1.2 Informal Resolution

Before submitting a formal complaint, we encourage MX users to seek an informal resolution
where appropriate, as many concerns can be resolved quickly and positively without the need
for the following formal processes. This may involve speaking with a Teacher/Centre or reaching
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out to the Exams Office for clarifications. If an informal resolution is not appropriate, please
proceed with the formal process outlined in this policy.

2. Submitting a complaint, enquiry about a result or appeal

2.1 Who can Submit

Allusers of MX have the right to make a complaint, enquire about a result or appeal a decision,
and all matters will be dealt with fairly, objectively, and without bias.

e COMPLAINT: Anyone who interacts with the services provided by Mountview Exams can
complain.

e ENQUIRY about a result: This can only be submitted in relation to an exam result by the
Performer themselves (if they are aged 18 or over), their Teacher or Centre
Representative, or a parent/guardian nominated by the Performer.

e APPEAL: Anyone who has submitted a complaint or enquiry, or who has received a
decision regarding Reasonable Adjustments, Special Considerations, Conflicts of
Interest, or Malpractice and Maladministration investigations can appeal.

2.2 How to Submit

To submit a complaint, enquiry or appeal, you must fill out the relevant form. Our Complaints
Form, Enquiries Form and Appeals Form can all be found on our website. These can be filled
out by anyone listed in Section 2.1. Where the complaint, enquiry, or appeal is related to a
Private Centre exam session, Centre Representatives will work with the
complainant/enquirer/appellant to fill out the relevant form and will be the main point of
contact with Mountview, unless the complaint, enquiry, or appeal references them.

Once the relevant form has been completed, this must be sent via email to:

exams@mountview.org.uk

You can also send this via post directly to:

Academic Quality & Compliance Manager
Mountview Exams

120 Peckham Hill Street

London

SE155JT

Where necessary, the Academic Quality & Compliance Manager may decide, based on the
content of the form, whether the matter is to be treated as a complaint or an enquiry about a
result and will advise on the appropriate process to follow.

It is essential that all correspondence be in writing, whether by email or by hand for the
purpose of the investigation and records. If matters are escalated to the appeals stage, the
Mountview Executive Team or Independent Reviewer will need to review all correspondence as
part of the investigation process. Recollections of conversations that occurred on the
telephone or in video meetings cannot be relied on, so we suggest that these are recorded (with
all parties’ permissions), if they are critical to the case.

All forms must be completed in as much detail as possible to provide Mountview with sufficient
context and clarity on the issue(s) raised. Without this, Mountview may be required to reach out
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to the complainant/enquirer/appellant following submission for further information, potentially
delaying the resolution of the issue. Furthermore, if any supporting documentation
substantiates the issue(s) raised, please include them in the submission via email or via post,
referencing their relevance in the completed form.

2.3 Timeline

Forms must be sent within 20 working days of: the reason for complaint; the exam result being
awarded; or Mountview’s decision being communicated. Mountview cannot guarantee the
investigation of complaints, enquiries or appeals submitted late, as older evidence may no
longer be dependable. Mountview will acknowledge receipt of the form within 5 working days
and will aim to resolve the issue within 30 working days of this acknowledgement. If Mountview
believes that a decision may take longer to reach, the complainant/enquirer/appellant will be
informed of this as soon as practicable. Once 20 working days has passed following the receipt
of a decision, Mountview will consider the issue resolved and no further communication on the
topic will be necessary.

2.4 Communication with Mountview

Mountview asks that all correspondence remains respectful and professional throughout the
process of a complaint, enquiry or appeal. Mountview reserves the right to terminate
communications that are abusive, threatening or unreasonable, to ensure a constructive and
safe environment for all involved.

All parties involved in the complaint, enquiry or appeal must keep communication confidential
to ensure that any investigation can be carried out effectively. Any named individuals within the
form will be notified if an investigation is to be carried out and will be given the opportunity to
supply evidence in response to the issue. The outcome of any investigation will also be shared
with all named individuals.

Mountview complies with GDPR, so all personal data submitted is handled securely and used
only for the purpose of investigating and resolving the matter raised.

2.5 Circumstances which affect multiple performers

On occasion, a complaint, enquiry or appeal may relate to the examination of more than one
Performer, whether the affected examination was a Group qualification, or an entire Block of
exams, exam Session or exam Event. Mountview will ensure that if a complaint, enquiry or
appealis raised in relation to a single performer, yet more than one performer has been
affected, any remedial action will be taken for all performers affected.

3. What happens next for Complaints and Enquiries

3.1 Initial Review

All complaints and enquiries will initially be handled by the Academic Quality and Compliance
Manager and the matters raised may be shared with relevant Mountview staff to determine
whether a results review or formal investigation will need to be initiated. If so, the process will
continue as below. If neither is required, the reason will be shared with the
complainant/enquirer. If the complainant/enquirer believes that this decision has been made
unfairly, the complainant/enquirer may lodge an appeal (see Section 4). Please note that where
an enquiry is judged by Mountview to be trivial, vexatious or malicious, this may be
communicated, with reasons given. Sanctions may be applied in these cases.



3.2 Results Review

The results review process involves (i) a review of the recording of the examination by the Senior
Exams Panel and (ii) a clerical check, as part of the internal investigation process. This check will
ensure that the marks awarded by the Examiner have been subjected to quality assurance
procedures and entered correctly on the system generating the correct result for the Performer.

If the Senior Exams Panel believe that the Examiner’s marks do not align with the performance
given, the Senior Exams Panel will moderate the mark accordingly. Please note that the mark
may go down as well as up following a results review.

A report will be produced with the new mark(s), and the outcome shared with the
complainant/enquirer.

3.3 Formal Investigation

Complaints and enquiries may require a formal investigation which will be led by the Academic
Quality & Compliance Manager, alongside any relevant parties who can provide assistance with
the decision. These may include, but are not limited to:

e Mountview Exams Coordinator or other Mountview Exams Staff
e The Senior Exams Panel

e The People and Culture Team at Mountview

e The Mountview Executive Team

All details relating to the complaint or enquiry will be reviewed by the Academic Quality &
Compliance Manager and relevant parties, and the investigation will require the compliance of
any Registered Centres, Examiners, MX Administration Staff, Quality Assurance Staff and
Employees of Mountview, where relevant.

Following the investigation, the Academic Quality & Compliance Manager will draw up a report
with their findings. This report will be shared with the complainant/enquirer and stored within
the Mountview directory, owned by the Academic Quality & Compliance Manager.

If it is found that there are grounds for the complaint or enquiry, Mountview may:

e Moderate the mark of the examination

e Offer the Performer(s) a free re-sit of examination within a suitable timeframe, aiming for
identical exam conditions

e Apply Sanctions to relevant parties (see our Sanctions Policy for more information)

If the investigation determines there are no grounds for the complaint or enquiry, it will not be
upheld, and no additional steps will be taken. The complainant/enquirer will be informed of the
outcome and the reasons why.

4. Appeals

Appeals challenge a decision made by Mountview and are submitted in the same manner as
complaints and enquiries as detailed in Section 2.2. First level appeals are handled by the
Mountview Executive Team, and second level appeals are handled by an Independent
Reviewer. Appeals can be lodged in respect of the following:

e Appeals against Mountview’s decision on the outcome of a complaint.
o Please note that issues regarding alleged errors in procedure or policy, including
Examiner conduct, which do not relate to marks or results should first be dealt
with as a complaint.
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e Appeals against Mountview’s decision on an enquiry about a result.
o Please note that issues related to marking judgements or results cannot be
submitted as an Appeal before the enquiry stage has been completed.

e Appeals against Mountview’s decision on an application for Special Consideration
or Reasonable Adjustment

e Appeals against Mountview’s decision on the outcome of a Malpractice or
Maladministration investigation

e Appeals against Mountview’s decision/handling of a Conflict of Interest

e Appeals against Sanctions applied

Appeals are not a court of law and appellants do not require legal representation. If an
appellant wishes to raise any issues relating to unlawful practice, they must not fill out an
appeal form and instead we advise that the appellant seeks legal counsel to determine the next
steps.

4.1First Level Appeal

A first level appeal will be reviewed by a member of the Mountview Executive Team, excluding
any members who were involved in the original decision being appealed. The appellant must
give a valid explanation as to why the matter is being escalated and the application must not
contain any new information that could have been given at an earlier date. The Executive team
member will acknowledge receipt of the form within 5 working days and will inform the
appellant of an estimated timescale for the review at this stage. No further communication can
be shared with the Executive team member after this acknowledgement. The Executive team
member will review the original application, any supporting documents, all relevant records
and the new first level appeal form as part of their process.

An appeal may be upheld or rejected. Once the judgement has been made the appellant will
receive written confirmation of the outcome. Where the appealis upheld, this will include
details of any remedial action to be taken.

4.2 Second Level Appeal

A second level appeal may only be applied for if the appellant is basing their appeal on the
grounds of procedural issues with the first level appeal. A second level appeal consists of a
review by an Independent Reviewer who is not connected to Mountview Exams decision of the
Independent Reviewer will be final. No new information can be provided in this second level
appeal that could have been given at an earlier date, including within the first level appeal. No
new information should be provided in this second level appeal that could have been given at
an earlier date, including within the first level appeal.

On receipt of the appeal, Mountview will collate all documentation related to the case and
deliver this to the Independent Reviewer, notifying the appellant that the second level appeal
process has begun. No further information can be shared with the Independent Reviewer after
this acknowledgement, and there must be no communication with the Independent Reviewer
during the process unless initiated by the Independent Reviewer. The Independent Reviewer
may request further information from Mountview, the appellant or any other parties relevant to
the case.

Through the second level appeal process, the Independent Reviewer will judge whether
Mountview has upheld its policies and procedures whilst carrying out both the original process
(examples of which are listed in Section 4) and the following first level appeal process,
determining whether the issues have been dealt with fairly and correctly by all involved.

Once the Independent Reviewer has evaluated all the evidence and come to a decision, this will



be shared with both Mountview and the appellant simultaneously. The appeal may be upheld or
rejected: if upheld, the Independent Reviewer will suggest the most appropriate course of
action for Mountview to take in order to remedy an error in process; if rejected, the case will be
considered closed with no further action necessary.

4.3 Escalation to Regulatory Boards

Where necessary, the appellant may be dissatisfied with Mountview’s handling of a Second
Level Appeal, at which stage it can be escalated to the relevant regulatory board.

5. Quality Assurance

All complaints, enquiries and appeals, (including supporting documentation, written
correspondence and outcome reports) are held by Mountview for quality assurance purposes
and to continue to improve the services provided by Mountview Exams. Depending on the
outcome of a process or investigation, Mountview may take the opportunity to revisit its wider
policies and procedures to ensure that the issue raised does not occur again.
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