CACHE Complaints, Re-mark Enquiries and Appeals Flowchart

Complaint
i.e. a concern about a service, or
lack of service, provided by
CACHE or a centre:
a) a candidate
b) any person dissatisfied

/ .

Re-mark Enquiry
i.e. a request to CACHE to check one or
more steps leading to a reported result.

a) a candidate | b) any person dissatisfied.
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Consult and use the centre
complaints process before
contacting CACHE.
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To make a complaint contact CACHE's Customer Support Team
(see contact details below).

Contacting CACHE:

Telephone:
The Customer Support Team
on 0845 347 2123

Write to:

The Customer Support Team
CACHE

Apex House

81 Camp Road

St Albans

Herts AL1 5GB
E-mail: info@cache.org.uk
or visit the CACHE website

to download the CACHE Appeals Form
www.cache.org.uk
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This can refer to an Internal or External
assessment decision or a decision made
at Standards Moderation.
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To make an re-mark enquiry about an
Internal Assessment, an External
Assessment or a Standards
Moderation decision, contact the
Assessment Manager at CACHE in
writing. This must be done within 20
working days of receiving a result.

Appeal
i.e. a process through which CACHE may be
challenged on the outcome of an enquiry about results
or, where appropriate, other procedural decisions
affecting a centre or individual candidates.

Appeals can only be lodged on the following grounds
a) CACHE has used procedures that are not consistent
with the Regulatory Authorities' criteria.

b) CACHE has not applied the procedures properly or
fairly in arriving at decisions.
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To make an appeal, complete a CACHE Appeals Form
which can be downloaded from the CACHE website i.e.
www.cache.org.uk or requested from CACHE Customer
Support (see contact details below).
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CACHE wiill:
Reassess the decision.

An examiner will remark the script or re
assess the assessment decision.
The examiner's decision will be checked
by the Chief or Principal Examiner.

CACHE will:
a) Send a written acknowledgement within 2 working days of
receipt of a completed appeal form
b) Check that there are sufficient grounds for the appeal.
c) Request any necessary additional information from the
appellant.

d) Negotiate a new timescale with the appellant if necessary.
e) Convene a meeting of the Appeals Panel if appropriate.
f) Reply to the appellant with an outcome within 28 days of

receipt of a completed appeal form (or as negotiated).

The outcome of the re-mark enquiry will be
notified to the centre in writing within 14
working days of CACHE receiving the
initial written request, or within a timescale
negotiated with the centre.

Where the decision is found in favour of the appellant the
appeal fee will be refunded at the time of confirmation of
outcome.

Where the outcome of the appeal brings into question the
accuracy of other results, further candidates’ work will be
checked and results adjusted within a further 10 working days.
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Unresolved appeals will be presented to the CACHE Quality and
Standards Committee for independent review.

Current fees for re-mark enquiries and appeals can be found in the Fee's List. Please contact Customer Support to obtain a copy.
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