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1. Our Commitment
City Skills is committed to ensuring fair assessments and feedback from its facilitators and development coaches. This policy outlines the process to guarantee accurate assessment decisions, promoting apprentices' growth in knowledge, skills, and behaviour; supporting their success in their careers and contributions to their employers. It also ensures that facilitators and coaches perform their roles professionally, fostering trust between all parties involved.
2. Objective
City Skills objective for this policy is to ensure that any apprentice that feels that they have been unfairly assessed or provided with insufficient feedback following the submission of their work, has full confidence and trust in City Skills’ approach to investigate and provide feedback throughout the process.
3. Scope
City Skills acknowledges that while it aims to provide fair and consistent assessments and feedback, there may be times when these fall short of expectations. This policy ensures that facilitators, development coaches, apprentices, and their employers can confidently appeal decisions, knowing any concerns will be thoroughly investigated, with a clear process in place if an appeal is not upheld.
4. Key contact
Matt York – 07733712195 – matt@city-skills.com 
5. Appeal procedure
If an apprentice disagrees with an assessment decision or feedback, City Skills expects them to first discuss the issue with their facilitator or development coach within 5 days of receiving the feedback. This discussion aims to provide clarity and understanding of the decision.
If the apprentice remains dissatisfied after this discussion, the following steps should be taken:
1. Contact the City Skills IQA: The apprentice should email the Internal Quality Assurer (IQA) at becky.eagling@city-skills.com. The IQA will review the evidence, assessment decision, and feedback, and will provide a decision within 10 days, explaining whether the decision has been upheld or overturned.
2. Contact the Head of Quality: If the apprentice is not satisfied with the IQA's decision, they may escalate the appeal to the Quality Manager by emailing matt.york@city-skills.com within 3 days of receiving the IQA’s feedback. The Quality Manager will investigate and provide a decision within 5 days, explaining whether the decision has been upheld or overturned.
3. Contact the Operations Director: If the apprentice is still dissatisfied, they can escalate the appeal to the Operations Director by emailing rich.holmden@city-skills.com within 48 hours of receiving the Quality Manager’s feedback. The Operations Director will review all evidence and previous decisions, interview relevant parties, and provide a final decision within 5 days.
6. Next Steps
If the apprentice has exhausted all stages of City Skills' appeals process, they have the right to appeal to external organisations. In such cases, they should request the relevant Awarding Organisation’s details from the Operations Director within 2 days of the final internal decision. City Skills cannot guarantee how long the Awarding Organisation's investigation will take because it may involve interviews and a review of all documents from the internal appeals process.
If the apprentice is still dissatisfied with the Awarding Organisation's findings, they may appeal to Ofqual. Regulators generally require proof that all internal and external processes have been fully completed before getting involved.
City Skills will use any feedback from Ofqual to identify any necessary improvements in training, development, or support, ensuring a positive apprentice experience for all.
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