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1 INTRODUCTION 

While appeals may only be made by candidates, NET is committed to investigating and 

resolving complaints from all parties involved in training those who sit our Assessments 

of Occupational Competence (AOC)/End Point Assessments (EPA).  

Those wishing to lodge a formal complaint must do so within 20 working days of 

notification of the result of their or their learner’s AOC/EPA.  

Complaints will be considered provided there are valid reasons for the complaint to be 

made. 

This complaints policy covers issues relating to staff or operations such as 

discrimination, impropriety or mismanagement on the part of the assessment centre 

staff or poor conditions or questionable practices at the assessment. 

Where candidates believe they can show that there was a breach of proper 

assessment practice or conditions please refer to the Appeals Policy.  

2 OVERVIEW OF THE NET COMPLAINTS PROCESS 

In the first instance those wishing to complain should contact the centre where they 

undertook their assessment, to establish whether the centre can resolve any questions 

or concerns.   

If a satisfactory outcome cannot be achieved during discussions with the centre, those 

wishing to complain formally are invited to contact NET.  

NET is committed to reviewing all complaints fairly and quickly.  All complaints will be 

recorded onto the NET Marking & Management System (MMS). 

3 COMPLAINTS PROCEDURE 

NET Complaint Review (Stage 1) 

A complaint to NET is received via the NET website form and the complainant will 

receive an e-mail notification to inform them that the complaint has now been logged 

and will be reviewed. NET will appoint a Complaint Manager. 

The NET Complaint Review will be carried out by the Complaint Manager. 

What Happens Next?  

• The Complaint Manager is notified and the complaint is logged on the MMS.  

• The Complaint Manager will investigate the complaint and speak to all those 

involved including the complainant, if required. 

http://www.netservices.org.uk/


• NET will notify the complainant of the outcome within 20 working days of receipt 

of the complaint. 

Outcomes  

The complainant will be notified of the outcome of the investigation. 

Information about how the complaint can be escalated to the NET Complaints Panel will 

also be provided.  

NET Complaints Panel (Stage 2) 

The NET Complaints Panel will only consider an appeal when it remains unresolved 

having been through the NET Complaint (Stage 1) process.  

An appeal to the NET Complaints Panel can only be invoked by the Complaint 

Manager, via the MMS.  

The NET Complaints Panel will consist of 3 people, 1 NET trustee, 1 independent 

employer nominated by the ECS steering committee and 1 occupationally competent 

employee of the Institution of Engineering and Technology (IET), the industry’s 

professional institution. The panel will be supported by the NET Complaint Manager.  

The NET Complaints Panel considers only the validity of the processes carried out 

during the NET Complaint (Stage 1).  It will decide whether the correct procedures were 

followed during the enquiry and whether they were applied properly and fairly.  

If it finds the correct procedures were not followed during the NET Complaint (Stage 1), 

the panel’s findings will be discussed with the Complaint Manager and results amended 

as necessary.   

What Happens Next?  

• The Complaints Panel will investigate the complaint and advise the NET 

Complaints Manager of their findings. 

• The complainant will be notified of the outcome in writing within 20 working days 

of receipt of the complaint. 

Outcomes  

The complainant will be notified of the outcome in writing. 

4 CONTACT US  

If you have any queries about the contents of this policy, please contact NET on 0207 

250 8510 or via email to info@netservices.org.uk or submit in writing to NET, CAN 

Mezzanine, 49-51 East Road, London, N1 6AH 

mailto:info@netservices.org.uk


5 ABOUT NET 

National Electrotechnical Training (NET) is an independent charity (Registered charity 

number: 1068863), which provides End Point Assessments for apprenticeship 

standards and assessments of occupational competence (AOC) in support of industry 

recognised qualifications utilised by the electrical installation, electrical maintenance 

and electrical engineering industries throughout the UK.  

More information about NET and its activities can be found on our website, 

www.netservices.org.uk   

6 EQUAL OPPORTUNITIES  

We are fully compliant with equal opportunities legislation and this is reflected in all 

activities under our control and in our published material.  A copy of our equal 

opportunities policy statement is available on our website. 
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