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Registered Student’s Feedback, Complaints and Appeals 

Policy and Procedures 

 

 

Introduction 

The Association is committed to encouraging student’s to share their feedback on any 

aspect of the examination process for the purpose of continuous improvement. 

We also aim to handle any student complaint that may arise in a way which is sympathetic, 

fair, and efficient, which encourages informal conciliation; facilitates early resolution; 

maintains individual privacy and confidentiality; and encourages specific and useful 

feedback. 
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1) General Feedback about NAFD Qualifications 

We are interested in hearing about your experiences relating to the NAFD Qualifications.  

Your feedback is important to us. Therefore, we do appreciate students taking time to 

complete the ‘General Feedback’ document accessible on Moodle for you to share your 

thoughts and experiences about various aspects of your learning and experience of the 

training prior to taking the final examinations. 

Your feedback is used to assist in the analysis of a number of aspects relevant to the 

qualifications – so please be open and honest with your comments. 

 Simply complete the form and email to feedback@nafd.org.uk 

 Your identity remains confidential. 

2) Informal Complaints Procedure 

Any student who has a specific grievance and as such a complaint, must raise their concern 

in the first instance with the appropriate Approved Tutor. For example, if you are 

dissatisfied with the tutoring service from your tutor, please ensure that you raise your 

concerns directly with the tutor involved. If you don’t tell them you have concerns, they may 

not know, and will be unable to help rectify the problem.  Hopefully, any grievance or 

concern may be resolved quite easily between the tutor and their student. 

It is advisable to voice concerns or to raise the complaint as soon as possible, and to seek 

informal resolution to facilitate early resolution. 

There may be situations, depending on the severity of the grievance, to request the support, 

involvement or intervention of the NAFD National Training Officer or Education 

Development Manager. 

Raising an issue can often resolve a problem quickly and informally; a complaint (which may, 

for instance, be founded on misunderstanding or disagreement) can sometimes simply 
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require a calm, balanced and non-prejudicial discussion between parties, without the need 

for any further action. 

For any issues relating to an approved tutor, the National Training Officer should be 

notified. Please do ensure that you have discussed your concerns in the first instance with 

your tutor.  If after discussing your concerns a satisfactory outcome cannot be achieved, 

please provide your complaint in writing, and send to the following email address: 

studentcomplaints@nafd.org.uk 

3) Formal Complaints Procedure 

The aim of the formal procedures is to enable students to raise their concerns about:- 

- any part of the NAFD qualification process including issues relating specifically to 

individual tutors that have become difficult to solve through the informal complaints 

process, 

or, to raise a complaint relevant to:-  

- part of the NAFD examination process (including issues relating specifically to 

individual examiners). Please note: - this excludes appeals against examination 

results. Please see Section 4. 

In either case, any complaint must be received by completion of the relevant 

documentation.  

To help the Association investigate student formal complaints promptly, students will need 

to complete the, Formal Complaints document which can be found on Moodle. 

Please note, under formal procedures, verbal complaints cannot be accepted. 

Formal Complaints relating to the NAFD Qualifications, an Approved Tutor or individual 

approved Examiner should be addressed to the Education Development Manager at the 

following email address: studentcomplaints@nafd.org.uk.  
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Receipt of your complaint will be acknowledged within two working days. 

As part of our investigation into your concerns, where applicable, the NAFD will contact your 

Approved Tutor in the first instance, or Chairman of the Board of Examiners to discuss the 

matter unless you explicitly state that you do not wish for us to do so. 

We aim to fully investigate all complaints within ten working days. Sometimes it may take 

longer to investigate your concerns fully. In these cases we will keep you informed of 

progress and let you know when we expect to respond. 

Please note: all complaints must be submitted to the NAFD in writing, and contain specific 

details of the complaint, including details of the people involved; dates; location; and 

witness contact details (if applicable). 

Complaints cannot be processed unless the information provided is specific and objective.  

Appeals against the examination results should not be raised as a ‘Complaint’. 

There is no fee in respect of raising a complaint 

4) Appeals Procedure following final examinations. 

The Association recognises that there may be occasional circumstances where a student 

claims that there has been an error in the conduct of the assessment processes. This 

procedure defines the grounds for considering such claims and is designed to ensure that 

they are dealt with fairly and consistently. 

Appeals will only be considered where there has been: 

� an error in the conduct of the examination which has affected the outcome of 

             the assessment. 

� an error in the application of the examination regulations. 
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� material irregularity relevant to the assessment which has prejudiced the outcome 

of the examination.  

 

� an adverse decision has arisen due to an administrative error. 

� appropriate account was not taken of illness or other extenuating circumstance 

made known to the NAFD at the time of examination. 

Appeals will not be accepted based on the following reasons:- 

o Disagreement with the academic judgement of the examiners in assessing the merits 

of an individual’s performance during examination, or in reaching any assessment 

decision based on the marks, grades or other information relating to a student’s 

performance will not be accepted as grounds for an appeal.   

o An appeal is submitted based upon the outcome of conversations with fellow 

students following the examination e.g. "I put the same as student X and they have 

passed". 

o Disagreement with the National Association of Funeral Directors qualifications 

framework and assessment procedures. 

Appeals should be written and submitted by the student to the NAFD Approved Tutor within 

ten days of the examination results being released, giving specific reason for the request. 

The tutor will make an initial assessment of the grounds for appeal and if he / she feels the 

appeal is justified, the appeal documentation must be sent to the Association by the tutor 

within a maximum of fourteen days following the release of results. Requests received 

beyond fourteen days will not be considered. 

Please note: The request and reason for a review must be authorised by the Approved 

Tutor on behalf of their student and should be emailed to:-

examinationappeals@nafd.org.uk 
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Receipt of the appeal will be acknowledged within two working days. 

We aim to fully investigate all appeals within twenty one working days following 

confirmation of receipt. Sometimes it may take longer to investigate your concerns fully. In 

such cases, we will keep you informed of progress and let you know when we expect to 

respond to the outcome. 

Please note: all appeals must be submitted to the NAFD in writing, and contain specific 

details of the circumstances, including details of the people involved; dates; location; etc. 

Appeals cannot be processed unless the information provided is specific and objective, and 

has been authorised for appeal by an approved tutor. 

If the Chair of the Board of Examiners receives specific information and evidence to support 

there are appropriate grounds for the appeal, the request for the appeal will be accepted, 

and a review will take place. 

The audio recording of the Oral Examination will be accessed by members of the appeals 

panel only. 

An external moderator will oversee the appeals process. 

Fees Payable 

For all written and oral examination appeals, a fee of £45.00 per examination appeal 

applies. However, the fee payable is refundable if the appeal is upheld.  

A non-refundable administration fee of £25.00 is payable to the NAFD for a copy of the 

candidate’s written examination paper. 
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