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BPEC Complaints Policy and Procedure
Edition Date: June 2026

1. Introduction

1.1. Policy Statement

This policy is aimed at BPEC Certification Ltd. Learners, Candidates, Apprentices, Centre/Training
Provider staff, and all other stakeholders involved with BPEC regulated qualifications, unregulated
products and end-point assessments. This policy and procedure details how a purchaser of BPEC
Certification Ltd. products and services, can make a complaint to BPEC regarding the level of
service they have received. It also sets out the mechanisms for making a complaint to BPEC about
its products and services.

1.2. Scope and Definitions

A complaint is an expression of dissatisfaction by any customer or stakeholder regarding the
quality of products and services provided by BPEC, but which does not explicitly seek to challenge
certification decisions.

Any enquiry which questions, on any grounds, the assessment and certification decisions made by
BPEC or its Centre’s will be treated as an appeal and dealt with under the separate BPEC Enquiries
and Appeals Policy and Procedure.

Any complaint which alleges malpractice or maladministration will be investigated under the BPEC
Malpractice and Maladministration Policy and Procedure.

This document applies to all areas where BPEC have approved for a Centre or Training Provider to
deliver:

a) Regulated qualifications under the various conditions and regulations set by the UK
regulatory authorities in England.

b) *Unregulated products (including qualifications and assessments)

¢) End-point Assessments

*These unregulated products (including qualifications and assessments) are not regulated by
Ofqual and are not included on Ofqual’s Register of Regulated Qualifications.
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The policy and procedure is intended for:

e BPEC Directors and Governing Board

e BPEC core staff, sub-contracted and associate staff (including External Quality Assurers
and End Point Assessors/IQAs)

e All staff in BPEC approved Centres and Training Providers

e All learners and candidates registered on BPEC Qualifications and assessments

e Apprentices completing End Point Assessments

e Qualification, assessment and industry Regulators

The purpose of this document is to:

e Qutline the procedure of how an individual can make a complaint to BPEC

e Provide examples of where an individual may wish to make a complaint to BPEC

e Outline the scope of information needed in order to make a complaint

e Provide details to individuals about how BPEC will respond to a complaint

e Support BPEC's commitment to providing a high-quality service to all users of its products
and services

1.3 Confidentiality

BPEC will aim to keep an individual’s complaint confidential, but individuals must be aware that in
some cases this is not possible, and therefore confidentiality cannot be guaranteed.

If a complainant wishes to raise a complaint on another individual’s behalf, then they must provide
BPEC with written confirmation that the individual has agreed that the nominated complainant can
act on their behalf.

1.4 Unacceptable Behavior and Unreasonable Complaints

Where it is deemed that a complaint or communication received from an individual of its services
has been made on unacceptable and/or unreasonable grounds, this will be communicated to the
individual concerned.

BPEC recognises that complaints are an essential part of continuous improvement. However, BPEC
will not tolerate correspondence or behaviour that is deemed vexatious, malicious, frivolous, or
persistently unreasonable. BPEC reserves the right to disregard that individual’s communication
and may instruct its staff and representatives to cease any further communication with the
individual(s) concerned.

Further information can be found in the BPEC Vexatious Correspondence or Behaviour Policy and
Procedure.
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2. Duties and Obligations
2.1. Responsibilities of BPEC Certification

BPEC will review and investigate all complaints which are within scope and will provide outcomes
and appropriate resolution to the complainant, within the service standards outlined in the
procedures below.

Note: BPEC aim to meet all stated timescales, but there may be circumstances that prevent them
from being met. In such cases, BPEC will advise you and keep you informed of progress.

BPEC will investigate all complaints in a timely manner and will provide complainants with clear
and appropriate responses. This will include:

a) Provide individuals with clear and accessible information on our complaints procedure.

b) Ensure complaints policy and procedure is operated in an open, transparent and
accountable way.

c) Aim to resolve all complaints, that fall in scope, in an efficient and within timescales set
out in this policy.

d) Ensure individuals are fully aware of timescales and updated on progress.

e) Monitor the frequency and content of complaints to ensure lessons are learned and any
appropriate improvements are implemented.

2.2. Responsibilities of the Complainant

BPEC welcomes all complaints which are made in good faith and will take all reasonable steps to
address any shortcomings to the satisfaction of the complainant. However, any complaints which
are based knowingly on untrue or inaccurate information may be dismissed. Learners, Candidates,
Apprentices or Centres/Training Providers deliberately making complaints in such a way may be
subject to sanctions from BPEC.

Complainants are responsible for providing full and accurate information within a reasonable
timescale, on request from BPEC. All reasonable steps will be made by BPEC to facilitate this,
however if complainants do not cooperate with the investigation, it is often impossible for BPEC
to resolve the complaint.

Examples of where an individual may wish to make a complaint:

a) Enquiries sent are not responded to in a timely or appropriate manner.
b) There is a delay in the issuing of invoices, or where invoices are issued incorrectly.
c) Thereis a delay in the issuing of certificates upon Learner or Candidate achievement.
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d) An individual is not satisfied with how BPEC has handled a request relating to use, access
or deletion of their data.

e) BPEC’s policies or procedures are not complied with by our staff or representatives.

f) AlLearner, Candidate or Apprentice registered or completing a BPEC product has exhausted
a Centre/Training Provider’s own complaints procedure and is not satisfied with the
outcome.

2.3. Responsibilities of the Centre/Training Provider

As part of their approval criteria, Centres/Training Providers are required to maintain a complaints
policy and procedure at all times which is fit for purpose, understood, and used by all relevant
staff.

Centres/Training Providers are also responsible for ensuring that individuals understand how and
when to complain.

3. Procedures
3.1. Procedure for Centres/Training Providers

Centres/Training Providers who wish to make a complaint about BPEC products and services are
invited to do so within 25 working days after the event occurred.

Centres/Training providers are required to submit the full details of the complaint, along with any
supporting evidence to assurance@bpec.org.uk.

BPEC will acknowledge receipt of your complaint within 3 working days of receipt.

BPEC Assurance Team will review the complaint and the complainant will be informed if the
complaint is in or out of scope within 5 working days of receipt.

The BPEC Assurance Team will then determine the appropriate person or department to review
the complaint and respond.

The complainant will be informed in writing within 25 working days of receipt, of the result of the
complaint and how the matter will / has been resolved, if appropriate.

If the complaint is upheld BPEC will take appropriate steps to correct the issue to prevent a
reoccurrence.

Should the complainant not be satisfied with the outcome they may request a review by the Senior
Leadership Team, within 15 working days of being notified of the outcome of their complaint. This
decision will be final.
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3.2. BPEC Regulated Qualifications and Unregulated Products

Procedure for Learners, Candidates or their Representative

Learners/Candidates or their representative who wish to make a complaint about a BPEC
approved centre should first of all complain directly to the centre involved. The individual must
first of all, follow and exhaust the Centre’s own complaints procedure before raising their
complaint to BPEC. The only exception to this is in instances where the substance of the allegations
fall within scope of the BPEC Malpractice and Maladministration Policy and Procedure, and/or are
protected as whistleblower declarations. In these instances, the Learner/Candidate or
representative should contact BPEC directly as outlined below.

If the individual has exhausted the centre complaints procedures and is not satisfied with the
outcome, they should contact BPEC within 15 working days of receipt of the response from the
centre.

Individuals must provide all the information necessary to enable BPEC to investigate the complaint
fully. Failure to do so may result in the investigation being suspended or the complaint being
dismissed.

Individuals who wish to make a complaint about BPEC products or services (outside of those
services provided through an approved BPEC Centre) should do so within 30 working days of the
event.

In all cases individuals are required to submit the full details of the complaint they wish to make,
along with any supporting evidence to assurance@bpec.org.uk

When submitting a complaint to BPEC, the individual should provide the following details in order
for the complaint to be investigated and to enable BPEC to be able to provide a response:

a) The Learners/Candidates full name, date of birth and contact details (including telephone
and email address)

b) Details of the qualification or assessment and Centre name

c) Afull detailed description of the complaint (including times, dates and individuals involved)

d) Details of any responses or outcomes provided by the Centre

e) Copies of any supporting documentation or evidence which is related to the complaint.

Please note to aid the review process only information relevant to the complaint should be
provided. Complaints which include large quantities of irrelevant or out-of-scope information or
supporting documentation may be returned to the complainant for clarification, and/or may not
be handled within the service standards set out in this procedure. BPEC strives to handle all
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complaints within the service standards detailed in this policy and encourages individuals to
provide information in a succinct format to enable an efficient review process.

BPEC will acknowledge receipt of your complaint within 3 working days of receipt.

BPEC Assurance Team will review the complaint and the complainant will be informed if the
complaint is in or out of scope within 5 working days of receipt.

An initial assessment will be made as to whether the complaint has met the above requirement in
terms of having exhausted Centre complaint procedures (if applicable). If not, the matter will be
referred back to the individual advising that the Centre’s procedures have not been exhausted. If
the complaint is appropriate to be investigated by BPEC then a member of BPEC staff will be
nominated to investigate the matter.

The individual will be informed in writing within 25 working days of receipt, of the result of the
complaint and how the matter will / has been resolved, if appropriate.

If the complaint is upheld BPEC will consider appropriate measures to correct the issue to prevent
a reoccurrence.

Should the individual not be satisfied with the outcome they may request a review by the Senior
Leadership Team by emailing the request to assurance@bpec.org.uk within 15 working days of

being notified of the outcome of their complaint. The request should also include the complaint,
circumstances and why they are dissatisfied with the response. A member of the Senior Leadership
Team will lead on the review with the support of an Impartial Manager(s). This decision will be
final.

Notes on Learner/Candidate Representatives

Learners/candidates may request that a representative complains to BPEC on their behalf. BPEC
will accept all such reasonable requests; however, BPEC reserves the right to decline to
communicate with a nominated representative where there is a reasonable circumstance (e.g. a
suspected conflict of interest, impersonation, or the individual has knowingly supplied untrue or
inaccurate information to BPEC). Where this is the case, BPEC will give a reason to the
Learner/Candidate and invite them to nominate another person or pursue the complaint
themselves.
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3.3. BPEC End-point Assessments

Procedure for Apprentices, or their Representative

Apprentices or their representative must provide all the information necessary to enable BPEC to
investigate the complaint fully. Failure to do so may result in the investigation being suspended or
the complaint dismissed.

Apprentices who wish to make a complaint about BPEC products or services should do so within
25 working days of the event.

In all cases individuals are required to submit the full details of the complaint they wish to make,
along with any supporting evidence to assurance@bpec.org.uk.

Please note that complaints which include large quantities of irrelevant or out-of-scope
information or supporting documentation may be returned to the complainant for clarification,
and/or may not be handled within the service standards set out in this procedure.

BPEC will acknowledge receipt of your complaint within 3 working days of receipt.

BPEC Assurance Team will review the complaint and the individual will be informed if the
complaint is in or out of scope within 5 working days of receipt. If the complaint is appropriate to
be investigated by BPEC then a member of BPEC staff will be nominated to investigate the matter.

The individual will be informed in writing within 25 working days of receipt, of the result of the
complaint and how the matter will / has been resolved, if appropriate.

If the complaint is upheld BPEC will consider appropriate measures to correct the issue to prevent
a reoccurrence.

Should the individual not be satisfied with the outcome they may request a review by the Senior
Leadership Team, within 15 working days of being notified of the outcome of their complaint. This
decision will be final.

Notes on Apprentice Representatives

Apprentices may request that a representative complains to BPEC on their behalf. BPEC will accept
all such reasonable requests; however, BPEC reserves the right to decline to communicate with a
nominated representative where there is a reasonable circumstance (e.g. a suspected conflict of
interest, or where the representative is believed to have ulterior motive which may not be in the
interests of the Apprentice). Where this is the case, BPEC will give a reason to the Apprentice and
invite them to nominate another person or pursue the complaint themselves.
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3.4. Complaints to the Regulators

Should the complainant not be satisfied with the outcome of the review by the Senior Leadership
Team they have the right to make a complaint to the relevant Regulator about how BPEC has
handled their complaint. Information on how to do so can be provided on request at the
conclusion of BPEC’s complaints process.

4. Further Information
4.1. Contact Us

If you have any queries about the contents of the policy, please contact BPEC at:

1-2 Mallard Way
Derby

United Kingdom
DE24 8GX

Email: assurance@bpec.org.uk

Telephone: 01332 376000

4.2. Document Control

This policy is maintained by the BPEC Quality Assurance Team and will be reviewed, and where
applicable, updated where necessary, to reflect any changes to regulatory requirements,
feedback, operation improvements or updated legislation.
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