GREAT SCHOOL OF ENGLISH

Great School of English Complaints
Policy

Introduction

This document sets out our complaints
policy and procedure and is aimed at our
candidates and all interested parties who
receive a direct or indirect service from
Great School of English, hereafter known
as ‘the Test Centre’. We value all
candidates who undertake their
gualifications with us and we are confident
of providing a high-quality service and
would be extremely disappointed if this is
not the case.

Therefore, it is important that, should you
feel you have encountered a level of
service that is below both your and our
expectations, you raise any concerns you
may have with us immediately so that we
may address them and learn from them.

Scope

This policy covers complaints that
candidates or any interested parties may
wish to make in relation to the qualifications
and associated services offered by the Test
Centre. Should a complaint be submitted to
us which is in fact an appeal, we will inform
the relevant party that the issue is being
reviewed, where appropriate, in accordance
with the approach outlined in our Appeals
policy.

If you are unhappy about the way an
examination or assessment was delivered
and conducted and you suspect that
malpractice and/or maladministration may
have occurred, you should forward your
concern to us as soon as possible in
accordance with the arrangements in our
Malpractice and Maladministration Policy.

Test Centre Responsibility

The Test Centre takes all responsible steps
to ensure that its staff involved in the
management and quality assurance of our
gualifications are aware of the contents of
this policy and that we have a complaints
handling procedure and appeals process in
place to deal with complaints from
candidates about the services provided.

MonitTuka po3rnsaay ckapr Great School
of English

BcTtyn

Llen ooOKyMeHT BM3Havae Hally noniTuky Ta
npouenypy po3rnagy ckapr i npusHavyeHun
ANs HalMX KaHOMOaTiB Ta BCiX
3auikaBneHnx CTOPIH, SKi NPSMO un
onocepeakoBaHO OTPUMYIOTb MOCIYr Big
Great School of English, Hagani Bigomoro
AK «LleHTp TectyBaHHA». Mu LiHYEMO BCiX
KanHamaaTiB, sIKi cKnagatoTb TECTU 3 HAMM, i
MW BMEBHEHI, LLI0 HAJAEMO BUCOKOSKICHI
nocnyru, i 6ynn 6 gyxxe pos3yapoBaHi, AK6u
ue Byno He Tak.

Tomy Baxknueo, o6 y pasi, SKwo Bu
Big4yBa€Te, LLO piBEHb OOCNYroByBaHHA He
BigNOBIga€ BALLMM i HALWMM OYiKyBaHHSAM,
BM HeramHo noeigoMuM Ham nNpo 6yab-sKi
npobnemu, Wob M1 MOrK iX BUPILLNTK Ta
HaBYMTUCS HA HUX.

Cdepa 3acTocyBaHHA

Lla noniTuka oxonsitoe ckapru, sKi
kangugatv abo 6yab-ski 3auikaBneHi
CTOPOHN MOXYTb NOA4AaTM CTOCOBHO
KBasigikauin Ta noB'a3aHNX 3 HAMKU MOCIYT,
LLIO NPOMOHYtTbCA LieHTpom TecTyBaHHS.
Axkwo o Hac Haginge ckapra, sika
hakTU4HO € anensauieto, M1 NoiHpopMyeEMO
Bi4MOBIAHY CTOPOHY NPO Te, WO NUTaHHS
pO3rMsaacTbCs, AKWO Le AOPEeYHO,
Bi4MOBIQHO OO nigxoay, BUKNageHoro B
Hawin MNoniTuui Wwoao anenauin.

FAKLWO BM HE3aA0BOMEHI TUM, sIK Byno
OopraHi3oBaHO Ta NpoBeAeHo icnuT abo
OLiHKY, i BU NMigo3proeTe, WO MOrfin mMatu
MicLe 3MoBXKBaHHA Ta/abo HeHanexHe
agMiHiCTpyBaHH4, BaM Crlig sskomora
LIBMALLE NMOBIAOMUTN HAM MPO CBOE
3aHENOKOEHHS BigNoBigHO A0 npoueayp,
BUKNageHnx y Hawin Monituui wono
3M0BXMBaHb Ta HEHAMNEXHOTO
agMiHiCTpyBaHHS.

BignoBiganbHICTb LEHTPY TeCTyBaHHS
LleHTp TecTyBaHHSA BXUBaE BCiX
BiANOBiganbHUX 3axoAiB Ansa 3abe3neyeHHs
Toro, wob roro nepcoHan, 3anyyYeHui oo
ynpaeniHHA Ta 3abe3neyveHHst AKOCTi HaLLmMX
kBanicpikauin, 6ys 06izHaHUN 3i 3MiCTOM L€l
MoniTukK, a TakoX NPo HasIBHICTb
npoueaypv po3rngagy ckapr Ta anensuin
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Review Arrangements

We will review the policy annually and
revise it when necessary in response to
customer feedback or requests from, or
good practice guidance issued by
LanguageCert (e.g. to align with any
appeals and complaints process
established by relevant regulatory
authorities).

How Should | Complain?
We advise that you follow the stages
outlined below:

Stage 1:

All our staff have been trained to do what
they can to help our customers, so you
should first try to sort out any problem at
the earliest opportunity by speaking to the
person who dealt with you initially at the
Test Centre.

Stage 2:

If, after Stage 1, you are not satisfied with
the outcome then you should submit your
complaint in writing to the Test Centre. The
complaint must contain the following
information as a minimum and be sent to
Great School of English

greatschoolone @gmail.com:

e Your name.

e A full description of your complaint
(including the subject matter and
dates and times if known).

¢ Any names of people you have dealt
with so far.

e Copies of any papers and/or letters
relating to the complaint.

Sometimes a complainant will prefer to
remain anonymous. Although it is always
preferable to reveal your identity and
contact details, if you are concerned about
possible adverse consequences, please
inform us that you do not wish for us to
divulge your identity.

Whilst we are prepared to investigate
issues which are reported to us
anonymously, we shall always try to confirm

ANsi po3rnsiay ckapr Big KaHAMAATIB LWoao
HaJaHWX Nocnyr.

Mopsaok nepernsany

Mu nepernagatMuMemMo NoNiTUKY LLOPIYHO Ta
BHOCUTMMEMO [0 Hel 3MiHW 3a HeoOXiaHOCTI
y BiONOBiAb Ha BiAryky Yn 3anuTu KNieHTIB
abo HacTaHOBM LLIOAO HANEXHOT NPaKTUKK,
BuAaaHi LanguageCert (Hanpuknag, ang
Y3ropKeHHA 3 Byab-saKMMKM npouecamm
po3rnsay anensuin Ta ckapr,
BCTaAHOBMNEHMMM BiAMNOBIAHUMU
perynaTtopHMMn opraHamm).

Ak MmeHi noaaTtn ckapry?
Mu pagMmo Bam JOTpUMyBaTUCH eTanis,
ONUCAHNX HWXKYE:

ETtan 1:

Bci Hawi cniBpobiTHNKM HaBYeHi pobutn
BCE MOXXNuMBe, W00 JONOMOITU HaLLUM
KnieHTam, TOMy BM NOBUWHHI cripobyBaTu
BMpIWNTK Byab-aKky npobnemy npu nepLuin
e MOXINNBOCTI, MOroBOPMBLLUM 3 JIFOANHOIO,
sika NpautoBana 3 Bamu crno4aTky B
TECTOBOMY LIEHTPI.

ETan 2:

Akwo nicnga etany 1 BM He 3a40BOSEHI
pesynbTaTtoM, Bam crig nogaTtu ckapry B
nMcbMoBin hopmi Ao LIeHTpy TecTyBaHHS.
Ckapra noOBMHHaA MICTUTU SIK MiHIMYM
HaCTynHy iHdopMaLito Ta ByTn HagicnaHa
Ha agpecy Great School of English
greatschoolone@gmail.com:

- Bawe im's.

- MoBHUI onuc BaLOT CKapru (BKITHOYHO 3
npeaMeTOM CKapru Ta gatamu i Yacowm,
SIKLLIO BOHU BigoMmi).

- ImeHa nogen, 3 SKMMKU BU Manu cnpasy
00 UbOoro 4acy.

- Konii 6ygb-sakux gokymeHTiB Ta/abo
NNCTIB, LLO CTOCYIOTbCA CKapru.

IHOAi ckapXXHWK DaXkae 3anmMwnMTuCs
aHoHIMHUM. Xo4a 3aBxau baxxaHo
pPO3KpMBaTH CBOKO OCOBY Ta KOHTaKTHY
iHpbopmaLito, Ko BM CTypOOBaHi
MOXITMBUMW HEraTUBHMMMW Hacnigkamu,
Oyab nacka, NoOBiAOMTE HaM, IO BU He
6axaete, Wo6 M1 posronowysanu BaLly
ocoby.

Xoua mMu roToBi po3cnigyBaTu npobnemu,
npo siki HaM NOBIAOMIIATE aHOHIMHO, MU
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an allegation by means of a separate
investigation before taking up the matter
with those to whom the complaint/allegation
relates.

We will acknowledge receipt of your
complaint within 48 hours, letting you know
who is investigating your complaint.

We will aim to review and fully respond to
your complaint in 10 business days,
however please note, that in some cases
the review process may take longer, for
example, if a candidate interview is required
and/or further investigation. In such
instances, we will contact you to inform you
of the likely revised timescale. At all times,
we will ensure that the Test Centre
personnel assigned to carry out the
investigation of the complaint, or to oversee
and manage the complaint have the
appropriate level of training and
competence and that they have had no
previous involvement or personal interest in
the matter.

If any part of a 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 behavior of our staff is

deemed inappropriate.

In situations where a complaint has been
successful, or where an investigation
following notification from LanguageCert
indicates a failure in our processes, the
Test Centre will give due consideration to
the outcome and will, as appropriate, take
actions such as:
¢ ldentifying any other candidate, who
has been affected by that failure.
e Correct, or where it cannot be
corrected, mitigate as far as
possible the effect of the failure.

3aBXan HamaratTumeMocs NigTBepaAnTU
3BUHYBaYE€HHS 32 4OMOMOro OKpPeMoro
po3cnigyBaHHSA, NepLl HiX 3BepTaTucs Ao
TUX, KOFO CTOCYETbLCS
cKapra/3BUHyBa4YeHHs.

Mwu nigTBEpPAMMO OTPUMAHHSA BaLLOT CKapru
npoTsarom 48 rogunH, NOBiAOMMBLLM BaM, XTO
po3crigye Bally ckapry.

Mu HamaraTumMeMocsi pO3rnsaHyTH BaLly
CcKkapry Ta HagaTu NoBHY BigNOBIAb
npotarom 10 pobounx gHiB, ogHak, dyab
nacka, 3BepHiTb yBary, L0 B OESAKMX
BMNagKax npouec po3rnsgy MoXe 3anHATK
GinbLue Yacy, Hanpuknag, SKWo HeobxigHa
cniBbeciga 3 kaHgmgaTom Ta/abo
noganbLue po3crigyBaHH4. Y Takux
BMMNagKax Mu 3B'sbkeMocs 3 Bamu, LWob
NOBIAOMUTY NPO NMOBIPHI NEpPernaHyTi
TepMiHn. Mu 3aBXxam rapaHTyemMo, Lo
nepcoHan LleHTpy TecTyBaHH4,
nNpu3HadYeHnn Ansi NPoBeaeHHSs
po3acnigyBaHHs ckapru abo ansa Harnagy 1a
ynpaerniHHA CKaprow, Mae BigNoBIAHUN
piBeHb MNiAroTOBKM Ta KOMMETEHTHOCTI, a
TakoX He ByB paHiwle 3anyyeHunn abo
0COBUCTO 3aLikaBeHW Yy LbOMY MUTAHHI.
Xoua mMu roToBi poscnigyesaTtu npobrnemu,
npo SKi HaM NOBIJOMSIAKTE @aHOHIMHO, MU
3aBXan HamaraTuMeMocs NiaTeepanTn
3BMHYBa4YeHHS 3a JOMOMOrol OKpPeMOoro
po3cnifgyBaHHA, NepLl HixXX 3BepTaTuUCa 4o
TUX, KOFO CTOCYETbCS
ckapra/3BuHyBaYEHHS.

Mwu nigTBEpAMMO OTPUMAHHS BaLLO|I CKapru
npoTarom 48 roguH.

Axkwo byab-aKa YacTnHa ckapru byae
nigTpumana, My, 3BU4anHoO, BiANOBIMO
CKap>XXHWKY BiANOBIOAHMM YMHOM i NPUINUMO
HanexHy yBary ToMy, 9K MU MOXXEMO
NnoKpawmTK HaLli NOCYrn Ta MexaHi3mu.
Hanpuknag, nepernsHyBLIN HaLui
npoueaypv Anst OuUiHKM BMAMBY Ha Halui
3ax04um Ta Npouec OUIHKK (SKLLO Le
AopeyHo) abo opraHidyBaBLUM HABYaHHS
nepcoHany. B ekctpemanbHux o6cTaBruHax
MOXYTb ByTN 3aCTOCOBaHI BHYTPILLHI
ancumnniHapHi npoueaypu, skwo poborta
abo noseAiHka HALLOro nepcoHany
BBAXKAETbCSA HEHANEXHOH0.

Y cutyauisax, konu ckapra 6yna ycniwHoto,
abo Konw poscnigyBaHHs, NpoBeAeHe nicns
nosigomnenHs Big LanguageCert, Bka3sye
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e Ensure that the failure does not
recur in the future.

e Compensate the candidate if we
have compromised our own terms
and conditions that form part of the
contract between us and the
candidate in question.

Stage 3:

If, after stage 2, you are still unhappy with
the decision taken by the Test Centre in
reviewing the complaint, you can, where
relevant, take the matter through our appeal
arrangements which are outlined in our
Appeals Policy. If, after you have exhausted
our Appeals arrangements, you are still
dissatisfied with the outcomes, you can
complain/appeal directly to LanguageCert
following the procedures outlined in
LanguageCert's Appeals Policy.

Ha 30in y Hawwux npouecax, LieHTp
TECTYBaHHSA HanNeXHUM YNHOM PO3rTsiHe
pesynbTar i, 3a HEOOXiAHOCTI, BXXMBE TaKnX
3axofiB, 9K

- BnaHayeHHs Byab-KOro iHLWOoro
KaHampaaTta, Ha SKoro BNivHyna us
noMunka.

- BunpaeneHHs abo, SKLWO Le HEMOXITMBO
BMNPaBUTK, NOM'AKLIEHHS, HACKINbLKU Le
MOXJTMBO, Hacnigkie 300t0.

- NepekoHaTUCS, WO NOMUITKa He
NOBTOPUTLCSA B MabyTHLOMY.

- KomneHcyBaTtu kKaHaMaaTy, SKLWo My
MOPYLUWIIN HaLLi BriacHi yMOBU, AKi €
YaCTUHOK JOrOBOPY MDK HaMU Ta
KaHaMOaToM, MPo SKOro NAeTbCs.

ETan 3:

Akwo nicnga etany 2 BM Bce LWe
He3a[0BOSeHi PiLUEHHAM, NPUAHATAM
LleHTpom TecTyBaHHS 3a pe3ynbtatamu
po3rnagy BaLloi CKaprn, BU MOXeTE, SKLLO
Le OOpeyYHo, nogaTn anensuito, ik onncaHo
B Hawwin Monituyi anenauin. AKWwo nicng
TOro, SIK BU BU4epnasnu BCi MOXINBOCTI
anensyii, BM Bce e He3aaoBOoJIeHi
pesynbTtataMmu, BU MOXeTe nogatu
ckapry/anensuito 6e3nocepeqHbo 4o
LanguageCert, goTpMmyrounch npoueayp,
onncaHux y lMonituui anensauin
LanguageCert.




