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Student Complaints and Appeals 
Policy 

The purpose of this policy is to ensure that Dentale: 

• Appropriately supports every learner to achieve their full potential and give them the

best possible chance of successful completion of the course

• Develops and maintains student support, assessment, monitoring and evaluation

procedures that are fair, reliable and open to scrutiny.

Complaints 

Dentale is committed to providing excellent service and is always keen to hear the views of 

students with regard to things we do right, what we may do wrong and suggestions for 

improving our services. 

Our aim is to handle any complaints or appeals quickly, efficiently and fairly and it is hoped 

that an amicable outcome can be obtained. 

Complaints Procedure 

Stage 1 – Making an Informal Complaint 

Most complaints can be resolved informally and, where practical, a complaint should be 

dealt with as close as possible to the point at which it arises.  The complaint should 

therefore be made to an appropriate member of staff who seems best placed to deal with 

the matter eg. Course Tutor / Dentale Manager / Management Team member.   

If the complaint is with regard to a fellow student the student making the complaint should 

speak to the Course Tutor in the first instance or if they are not happy to speak to the 

Course Tutor raise the concern with the Dentale Manager. 

If the student making the complaint is not happy with the outcome you should make a 

formal complaint. 

Stage 2 – Making a Formal Complaint 

The concern should be submitted in writing or e-mailed to the Dentale Manager or other 

Management Team member. 

The concern will be acknowledged within 3 working days by telephone or in writing. 

The concern will be discussed with the relevant staff member by the Management Team. 

The person making the complaint will then receive a copy of the outcome within 15 working 

days. 

The person making the complaint will be notified if, and why, a further delay may be 

incurred. 
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Assessment Appeals 

Dentale is keen to ensure all students are assessed fairly and follows a robust quality 

assured system to do so. It is recognised, however, that there could be exceptional 

circumstances when individual students or groups may wish to appeal against 

recommendations or decisions relating to assessment.  

The following appeals procedure is intended to help students who feel that an assessment 

decisions awarded to them is unfair and outlines the action that may be taken in such 

circumstances. 

This procedure applies only to assessment by Dentale staff. In the case of external 

assessment (e.g. external tests for some qualifications) the awarding bodies concerned 

have their own appeals procedure. 

Appeals Procedure 

Stage 1 

In the first instance the appeal should be discussed informally with the course tutor within 7 

days of receiving the assessment decision.  If the student feels that he/she cannot approach 

the course tutor they may choose to discuss the matter with another management team 

member. 

If the student making the complaint is not happy with the outcome they should make a 

formal appeal. 

Stage 2 

A formal appeal should be submitted in writing to the Dentale Manager within 10 days of 

receiving the assessment decision. 

The Dentale Manager will discuss the issue with the learner and the course tutor/internal 

moderator and arrange for the work to be reassessed by another course tutor/internal 

moderator if necessary. 

The Dentale Manager will make notes at this meeting, summarising what is discussed and 

action to be taken. Those present will sign the notes to agree they are an accurate record 

and a copy will be retained by each party. 

Following any action taken the Dentale Manager will agree the assessment decision to be 

awarded to the learner and communicate this to the learner in writing. This decision is final. 


