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Customer Care Policy

Issue Date August 2025 Review Date August 2026

Commitment

PLASA delivers Certifications for the entertainment, technology and events industry and is committed to
providing a high level of service to Centre's and Candidates.

We aim to provide a fully focused and responsive customer service that maintains the integrity of the whole
process for the product we deliver.

PLASA has a straightforward approach to client care and support - we treat all interested outside parties as
clients and with the same courtesy and respect. We expect our Centre’s and providers who deliver our
products to commit to the same policy.

All PLASA staff take personal responsibility for ensuring that the Clients feel customer service is

satisfactory.

Contacting PLASA and Communication
All calls, e-mails and letters are considered important and will be dealt with quickly and effectively. During
office hours calls should be expected to be answered within six rings.
During office hours there is no queuing system, and all enquiries will be answered promptly and
courteously.
If an immediate answer to a query is not possible, the enquirer will be informed who will be looking into the
issue and when they can expect a response.
e E-mails and letters will be responded to within 5 working days other than stated in specific policies.
If an immediate reply is not possible, an acknowledgement will be sent to explain that the query is
being dealt with.
e Registration or enrolment requests will be processed within 10 working days.
o Renewals will be processed within 10 working days.
Note: subject to receiving all necessary information/documentation.

PLASA intends to ensure that published information is accessible, easy to understand, and up to date.

Position Statement on Languages
Currently our course content, publications, guidance and assessment materials are published in English.
Depending on the demand and need, some of our materials are available in another language. For

example, some of our Certification materials are available in Swedish.
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Enquiries, Appeals and Complaints

Enquiries will be tracked and monitored to ensure our promises are delivered. Any complaints will be dealt
with immediately upon receipt of the complaint, and we will do our utmost to find a positive resolution. A
response to the complaint can be expected within 10 working days.

Any feedback or comments about PLASA will be used to improve what we do and offer. We will follow the
stated procedure for any Candidates who have registered on our Certification programmes or
Centre's/Assessors involved in enquiries, appeals or complaints. The Enquiries and Appeals Policy is given
to every individual that registers on our Certification programme and is also available at the Centre's, along

with the Malpractice and Maladministration Policy.

Developing and Maintaining Certifications
We are committed to:
e Developing skills products in consultation with the entertainment, technology and events industry
which meet the needs and demands of the sector.
¢ Introducing new products to approved Centre’s where there is demand.
¢ Reviewing and updating Certification and skills products to ensure they retain their currency.
e Ensuring that the integrity of our Certification and Skills products is maintained through strong
quality assurance measures that would meet the statutory regulations of external certifications

where appropriate.

Quality assurance

Regular meetings are held at PLASA and at approved Centre’s to ensure good service levels and
consistency is maintained and to check that everyone has a thorough understanding of new developments
and initiatives.

PLASA will make sure that we fully audit and monitor our own and any of the systems used in the delivery
of the Certification and skills products that we provide, to ensure the highest standards are met.

External Centre’s are provided with planned external quality assurance visits with three-month notice
periods given.

Oral feedback is given to our delivery Centre’s by the External Quality Assurer/Moderator where

appropriate and a report will be generated within 15 working days of the visit.

All Skills products require the implementation of a course review to ensure customer satisfaction and

continued improvement.
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Accuracy and Confidentiality
Any information provided to PLASA will remain confidential and we take steps to ensure that the data that
we hold on to Candidates or individuals on our database or in any other format is accurate, up-to-date and

secure.

Support

PLASA Certification relies on Centre’s, Assessors to deliver good service and for that reason ensures that
training and development is encouraged and given through workshops and update meetings.

Newly approved Centre’s, Internal Quality Assurer’s, Assessors are fully supported with guidelines and
mentoring.

PLASA will ensure that the integrity of any of our Certifications is maintained. A key part of this is the
External Quality Assurance process and we believe a supportive approach is the best way to ensure that

this is delivered by Centre’s and their teams.

Certification
Certificates and if appropriate PLASA will intend to issue ID Cards up to fifteen working days from the
Candidate’s eligibility. Eligibility is classed as when a valid claim is made with quality assurance complete,

and photographs and signatures have been received from the Candidate.

Fees
PLASA Certifications endeavour to offer value for money. The registration/ enrolment fees cover the
following:

e The Registration/enrolment of Candidates.

e Support advice and guidance from staff.

e Support materials/packs for Candidates /Centre’s and their team.

e External Quality Assurance, including remote and physical visits.

e Processing of results and issuing Certifications.

Fees are published on our website for each Certification at www.PLASA.org. The fees are reviewed

annually with the consultation of industry panels.

Feedback

All Candidates are given the opportunity to evaluate and give feedback following the testing or assessment
and during external quality assurance visits.

Centres are encouraged to give feedback during quarterly standardisation meetings, where applicable, and

annual meetings, as well as external quality assurance visits.
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We encourage feedback from any party involved in the delivery of our skills products on all aspects of

PLASA, so if you have anything at all that you would like to talk to us about, please contact us.

Helping Us
If you are a Candidate or:

¢ Please quote your Candidate reference number in any communication

¢ Also check the information packs sent out —the information is likely to be there
If you are a Centre or part of the team:

e Try and keep yourself up to date by visiting the Centre area on the PLASA website.

¢ Circulate any updates to staff and Candidates, as soon as possible and always contact us if you are
unsure of anything.
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Enquiries and Appeals Policy

Issue Date August 2025 Review Date August 2026

Scope of the Process
PLASA aims to ensure that all its Assessment results are fair, consistent, and based on valid judgements.
To support an Enquiry or Appeal from a Centre or Candidate on whether this has been achieved we have

developed a procedure on how the appeals process can be implemented.

What is an Appeal?
An appeal is a formal request by a Candidate or a named representative from an approved Centre to the

PLASA to undertake an investigation.

Grounds for Appeal
An appeal can be made to PLASA by a Candidate or Centre only when the Centre’s systems and

procedures have not resolved the appeal. There are three potential grounds for an appeal.

Malpractice and misconduct.

This is defined by PLASA as improper, illegal or negligent professional activity or treatment.

Decisions around Assessment. This is specifically in relation to Assessor decisions.

Decisions around External Quality Assurance. This is specifically for Centre's to appeal against the decision
of the External Quality Assurer.

All appeals will be judged on the individual merits of the submission made. A clear outline of the facts

should be presented, along with any evidence to substantiate these.

Access to the Appeals Process

The full Enquiries and Appeals Procedure is available at the Assessment Centre. Candidates are issued
with an overview of all PLASA Certification Policies upon registration. All Centre's will provide Candidate
with full details of the appeals process on commencement of their assessment programme. All Centre's and

Assessors are issued a copy of the appeals process in their respective procedure manuals.

PLASA Certifications Policy Document-V1.0.docx Page 6 of 28



—
plasa

Stages in the Appeals Process - There are three stages in the appeals process:

Stage 1 Informal
Candidate raises an informal disagreement with the Assessment outcome/process.
Resolved / Not Resolved

Stage 2 Formal
Candidate appeals in writing to the Centre - IQA /Centre Team Review of Appeal
Resolved / Not Resolved

Stage 3 Formal
Formal Appeal to PLASA Certification team/EQA - Investigation

Final Decision

Procedures for Enquiries and Appeals

Stage 1

Informal — Candidate raises an informal disagreement with the Assessment outcome/process.
Where practical, the Candidate should discuss their objection regarding the Assessment decision with the
Assessor and if required the Centre IQA, prior to making a formal appeal. The Assessor will be open-
minded to the points raised by the Candidate, discuss the matter with their Internal Quality Assurer (IQA),
and seek a solution which makes an appeal unnecessary.

If this cannot be achieved, the Candidate will be advised of their right to appeal.

Stage 2
Formal - Candidate appeals in writing to the Centre - IQA /Centre Team Review of Appeal
Appeals must be made in writing by the Candidate, to the Centre, within 14 days of the Candidate being
notified of the Assessment decision against which the appeal is being made.
The written appeal will be sent on to the Assessor who made the decision and to the IQA responsible for
the Assessor it should contain:

¢ Name of person making the appeal

e Dates of assessment

e Name of Candidate/Assessor/Centre

e Name of Certification and Level

e Clear description of the chain of events, dates and grounds for appeal along with

communications.

e Evidence in support of the appeal
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The IQA will investigate and make a decision on the Appeal and inform the candidate in writing or phone
but the outcome will be recorded by a follow up email within 10 working days.

If the Candidate wishes to continue with the appeal the IQA will inform the Lead EQA and initiate Stage 3.
Note:

e The IQA must inform the EQA/PLASA’s Certification Team of any written appeal, and they are at
liberty to seek guidance from the External Quality Assurer on any aspect of the appeals process.

¢ A successful appeal is not a reversal of the original Assessment outcome: to establish this, the
Candidate may need to be reassessed.

e The timescales quoted in these procedures are normal maximums. In extreme cases, the
timescales may need to be longer, in which case the reasons for the longer timescales are to be
documented.

Next steps

o The Centre Manager will retain full details of the appeal within the Centre file for a period not less
than 3 years.

o |f the appeal is found in favour of the Candidate, the IQA will identify the specific failure in the
Centre’s assessment regime and implement corrective actions.

o If the appeal is found against the Candidate and they still wish to pursue it, they must write to
PLASA within 10 working days of receiving the Centre IQA’'s judgement and follow the next stage of
the procedure.

Stage 3 - Formal Appeal passed to PLASA Certification Appeals panel - Investigation
If the appeal is not resolved at the Centre or if anyone involved with the delivery of PLASA Certifications
wishes to appeal about an issue then this should be made in writing within 10 working days to PLASA’s
Appeals panel, containing the following:

¢ Name of person making the appeal

e Dates of assessment

e Name of Candidate/Assessor/Centre

e Name of Certification and Level

o Clear description of the chain of events, dates and grounds for appeal along with

communications.

e Evidence in support of the appeal
The PLASA Certifications Team is set up to review the report and all the evidence presented. The Appeals
Panel consists of two External Quality Assurers. They may ask to visit the Centre or interview those
involved if necessary.
They will present their findings and any actions to the individual; the timings depend on the nature and

complexity of the appeal. The review will take no more than 20 working days. The final decision is made by
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the Appeals Panel, this decision is final. The individual will be informed within 10 working days of this
decision being made.

If the appeal identifies a situation where other Candidate results are called into question, a full investigation
of a sample of those Candidate implicated will be carried out to ensure the interests and integrity of the
Certification is maintained.

The Candidate must request the Enquiries and Appeals Application Form from the Centre and

complete the as a digital document and send to the Centre.
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Equality and Diversity Policy

Issue Date August 2025 Review Date August 2026

PLASA is committed to providing equal opportunities for all Candidates seeking to achieve

Certification. We will ensure all our Centres and Candidates know how to gain access to this

policy. PLASA recognises that discrimination and victimisation is unacceptable and that it is in the interests
of the Centre and its employees to utilise the skills of the total workforce. It is the aim to ensure that no
Candidate, employee or other representative of the Centre receives less favourable facilities or treatment
and opposes all forms of unlawful and unfair discrimination or victimisation. To that end the purpose of this

policy is to provide equality and fairness for all.

Commitment to Equality and Diversity
PLASA is committed to fully meeting the requirements of all current legislation, including the Human Rights
Act 1998; Police, Crime, Sentencing and Courts Act 2022.

The Equality Act 2010
Provides a legal framework which tackles discrimination in respect of the following personal Characteristics,
which are protected by the law:
o Age
¢ Disability
e Gender reassignment
e Marriage and civil partnership
e Race
¢ Religion or belief (there are some education exceptions where there is valid segregation)
e Sex (there are some education exceptions where there is valid segregation)
e Sexual orientation
e Pregnancy and maternity.
The Act defines the behaviour that is unlawful under the Act as:
e Direct discrimination
e Indirect discrimination
o Discrimination arising from disability
¢ Victimisation
e Harassment.
We aim to recognise, respect and value people’s differences to contribute and realise their full potential by

promoting an inclusive culture for all assessment staff and Candidates.
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We are determined to ensure that no Candidate is disadvantaged by any conditions or procedures, which

cannot be justified as relevant to the assessment process.

PLASA will ensure that it fully meets its legal obligations and that all clients, Centres and Candidates

always receive the highest possible standards of service and that its actions do not discriminate directly or

indirectly against any individual or group.

To meet this commitment, we will ensure:

Assessment is fair for all Candidates and based on the Certification requirements only and does not
discriminate.

Promotional material, systems and written documents meet the diversity of our Candidates and
support equality of opportunity.

Continue to meet and implement current legislation on Equality and Diversity and continually
develop all or staff and anyone involved in Certification delivery to maintain and implement this
awareness.

We monitor equality of opportunity, reasonable adjustments and special considerations through our
own internal systems and procedures and those of the Centres that deliver our Certifications and
the Candidates.

That equality of opportunity and any potential barriers to entry are fully monitored through the
process of developing and reviewing our Certifications and any assessment procedures. This is
carried out with industry advisory groups to ensure it is based on current industry practice.

Our quality procedures apply to fair processes.

Candidate with Particular Assessment Requirements.

In the case of Candidates with specific assessment requirements, every effort is made to provide
facilities to enable the Candidate to benefit fully from our services, provided they are able to satisfy
the stated requirements and in the case of the medical reasons, provide the Centre with supporting
medical evidence to say that they are safe to carry out the assessment.

Centres will have personnel or access to specialist external support to ensure assistance is

provided to Candidates.

This Policy sets out commitment to meeting the requirements of the Equality Act 2010 and to the Principles

of Equality and Diversity in the development, delivery and assessment of Certifications.

It should be read in conjunction with the following policies and procedures:

Enquiries and Appeals Policy and Procedures.

Reasonable Adjustments and Special Consideration Policy.
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Examinations Policy

Issue Date August 2025 Review Date August 2026

Introduction

This policy outlines the procedures and responsibilities relating to the administration of Certifications,
exams and assessments for PLASA Centres to ensure fairness, integrity and compliance with regulations.
This policy applies to all Candidates, staff and invigilators involved in the delivery and administration of

exams and assessments for Certifications delivered by PLASA.

Responsibilities

The Centre Coordinator: is responsible secure management of all examination processes.
The IQA: is responsible for the Centre scheduling and invigilation of the exam

Assessor: Ensure Candidates are prepared and aware of assessment requirements.

Candidates: Comply with the exam regulations and attend assessments as required.

Conducting Exams
e Candidates must arrive on time and bring necessary identification and materials
¢ No unauthorised materials, such as mobile phones/smart watch devices/ personal notes are
allowed in the exam area.

¢ Any suspected malpractice will be recorded and reported

Access Arrangements
e Please refer to the PLASA Reasonable Adjustments and Special Consideration Policy
e Reasonable adjustments will be made for Candidates with documented educational needs or
disabilities
¢ Candidates must inform staff of any needs in advance to be acted on.
¢ Results will be issued subject to Quality Assurance
o Candidates can request a review /appeal subject to the Enquiries & Appeals Policy.

e Appeals will be considered in accordance with PLASA's Enquiries and Appeals Policy
Malpractice and Maladministration

Any suspected breach of exam rules will be investigated.

Sanctions may include disqualification from the exam or further disciplinary action.
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Malpractice and Maladministration Policy

Issue Date August 2025 Review Date August 2026

Introduction
This policy outlines how PLASA will deal with malpractice and maladministration allegations and
investigation and outlines the steps that Candidates, staff and other stakeholders must follow in relation to
the reporting of suspected malpractice/maladministration.
PLASA takes full responsibility for communicating this Malpractice and Maladministration Policy to all
relevant stakeholders.
This Policy aims to:

o Establish the malpractice process under which assessment operate.

¢ Define malpractice and maladministration in the context of assessment and Certification.

o Set out the rights and responsibilities of all parties regarding malpractice and maladministration.

e Describe the procedures to be followed if malpractice and maladministration is suspected.

Prevention of Malpractice
We will take every reasonable step to prevent instances of malpractice and maladministration by ensuring:
We provide adequate guidance to Candidates in relation to plagiarism and collusion (See Plagiarism,
Collusion and Cheating Policy):

o All staff and Candidates are aware of this policy.

o Staff receive adequate induction in relation to the delivery and assessment of Certifications.

e We have in place robust assessment and internal quality assurance procedures and accurate

records in line with organisation requirements.
o All registration records, assessment documentation and claims for Certification are subject to

appropriate internal quality assurance
Definitions of Malpractice and Maladministration

Malpractice
Malpractice (which includes maladministration) is any activity, misconduct, unlawful discrimination,
harassment, neglect, or other practice which:
e Compromises, attempts to compromise assessment processes, the integrity of any certification,
and/or the validity of a result or certification.

and/or
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o Damages the authority, reputation or credibility of PLASA, its employees, associated and/or other
stakeholders
and/or

o Damages confidence in PLASA.

Maladministration

Maladministration is any activity, neglect, or other practice which results in non-compliance with
administrative regulations and requirements of the organisation, including the application of persistent
mistakes or poor administration associated with Candidate records.

PLASA will investigate all cases of failure to abide by its rules and regulations that might constitute
maladministration.

Where cases of suspected maladministration are proven, PLASA will take appropriate action to maintain
the integrity of its skills certificates.

PLASA will investigate all cases of failure to abide by its rules and regulations that might constitute
malpractice. Where cases of suspected malpractice are proven, PLASA will take appropriate action to

maintain the integrity of its skills products.

Examples of Malpractice
The following are considered examples of Centre and Candidate Malpractice:
e Failure to adhere to PLASA Approval or Certification requirements for
Candidate/registration/enrolment
¢ Failure to keep documentation relating to the assessment secure as required by PLASA.
¢ Allowing unauthorised access to assessment information prior to assessment.
o Failure to maintain appropriate auditable records or carry out internal assessment, internal quality
assurance in accordance with PLASA requirements
e Altering assessment or grading criteria in any way.
e Failure to implement the recommendations of the External Quality Assurer.
e Failure to provide details or information required following an External Quality Assurance
inspection.
¢ A Candidate arranging for someone else to take an assessment on their behalf.
o Impersonation of another Candidate.
o Possession of materials not permitted during the assessment. Possession of such materials will be
malpractice whether the Candidate refers to them.
e Communicating with other Candidates during the assessment.
e Copying the work of another Candidate or knowingly allowing a Candidate to copy from their own

work.
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Collusion or permitting collusion in exams/assessments, e.g. allowing another Candidate to copy
work or the unsanctioned collaboration between a Candidate or another individual in the production
of work to be submitted

Damaging another Candidate work

Misrepresentation of career history and experience

Tampering with, or forgery of results documentation, including Certifications

Deliberate failure to adhere to published PLASA assessment guidelines

Deliberate failure to adhere to instructions given by the Assessor during the assessment

Disruptive behaviour (including offensive language and aggressive/violent conduct)

during the assessment

Examples of Maladministration

The following are considered examples of Centre and Candidate Maladministration:

Failure to adhere to PLASA Candidate registration and certification procedures

Failure to adhere to PLASA Centre Agreement and/or Certification requirements and/or associated

actions assigned to the Centre

Late registration of learners

Unreasonable delays in responding to requests and/or communications from PLASA
Inaccurate claim for Certifications

Failure to maintain appropriate auditable records, e.g. Certification claims

Failure to adhere to, or to circumnavigate, the requirements of PLASA Reasonable Adjustments and

Special Considerations Policy

Failure to adhere to PLASA policies, procedures and practices;

External Quality Assurer Malpractice

Failure to make a declaration of interest in a PLASA Approved Assessment Centre.

Disclosure of confidential information about a Candidate or Approved Centre.

Failure to carry out the External Quality Assurance task.

Failure to produce reports to the required standard and communicate outcomes to relevant parties.
Failure to follow the requirements of PLASA in relation to External Quality Assurance.

Falsification of fees and claims.

Reporting Suspected Cases of Malpractice by Candidate during the assessment Certification

process:

1.

The Candidate will first be warned by the Assessor that their actions are in breach of PLASA

regulations and therefore might constitute malpractice.

2. They will be informed that the Assessor is obliged to report their actions to PLASA.
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3. The Assessor will produce a full written record of the Candidate activities. Any unauthorised
materials used during an assessment will be confiscated and a detailed list added to the Candidate
file.

The Candidate will be requested to sign the record to confirm its accuracy.
The Candidate will be provided with a copy and informed that full details of the confiscated materials
will be submitted to PLASA with the Assessor written report.

6. It will be case dependent if the Candidate will be allowed to continue working for the remainder of
the assessment without prejudice to the outcome.

7. The Candidate will be provided with a copy and informed that full details of the confiscated materials

will be submitted to PLASA with the assessor written report.

Reporting Suspected Cases of Candidate Malpractice Identified after the Assessment.

Where an Assessor suspects malpractice by a Candidate e.g. the Candidate written questions appear to
show evidence of copying or collaboration with another Candidate, plagiarism, inappropriate/offensive
material; this must be reported in writing to the Certifications Team. Where a member of the PLASA
Certifications Team identifies suspected malpractice by a Candidate - e.g. the Candidate written questions
appear to show evidence of copying or collaboration with another Candidate, plagiarism,
inappropriate/offensive material; this must be immediately reported to the Centre Certifications Team/EQA.
In cases where PLASA is made aware that Certifications might have been tampered with or forged, it will
investigate the circumstances. In all cases, PLASA will take all reasonable steps to obtain sufficient
evidence to investigate the suspected malpractice and carry out an investigation according to its stated

procedures.

Suspected Malpractice by Assessor/centre personnel
e Suspected cases of malpractice by an Assessor or Centre personnel may be reported by Candidate
and other centre personnel.
o Written reports should be submitted to the Certifications Team/EQA and should include the
following information:
o The assessment name/location.
o The date and level of the assessment.
o The time the assessment took place.
o The Candidate name and PLASA Candidate reference number.
o The name of the Assessor/Centre employee in question.
o A full description of the suspected malpractice.
o Relevant documentary and/or security camera evidence, if applicable.
¢ Reports should normally be submitted to PLASA within 24 hours of the suspected malpractice

taking place.
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Suspected Maladministration by Centres and Assessor

Maladministration can be administrative procedures not being followed and can vary in severity from
missing Candidate, Assessor or IQA signatures on assessment forms through to false information on
Candidate Activity Forms which may result in false Certification claims.

These instances are subject to Sanctions. Any Certification claims found to be false will be reported to the
PLASA Certification Team/EQA and result in suspension of registrations and direct claims until a full

investigation had been carried out.

Suspected Malpractice by External Quality Assurers
Suspected cases of malpractice by an External Quality Assurer may be reported by Internal Quality
Assurers, Assessor, Candidate and other Centre personnel.
Written reports should be submitted to the Association Director and should include the following
information:

e The External Quality Assurers’ name.

e The Assessment Centre name/location.

e The date and time of the suspected malpractice.

o A full description of the suspected malpractice.

¢ Relevant documentary and/or security camera evidence, if applicable.
Reports should normally be submitted to PLASA within 48 hours of the suspected malpractice taking

place.

Anonymous Reports of Suspected Malpractice

PLASA will take all reasonable steps to investigate suspected cases of malpractice that are reported
anonymously provided that the information supplied establishes a prima facie case for investigation.
PLASA reserves the right not to investigate cases reported anonymously in cases where there is no

evidence or if insufficient evidence has been provided.

PLASA Response to a Report of Suspected Malpractice or Maladministration

PLASA will be responsible for responding to all reports of suspected malpractice and will acknowledge all
reports of suspected malpractice within 10 working days of receipt.

PLASA will contact the individual suspected of malpractice and any others able to provide evidence

relevant to the incident in question within 10 working days of receipt of a report.

PLASA will notify the individual concerned that an investigation will take place and inform the individual of

the procedures and timeframe(s) that will apply.
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PLASA will also remind the individual concerned of their right to respond by way of a personal written report
explaining the circumstances of the case and request that this is submitted to PLASA within 15 working
days.

PLASA will also inform the individual concerned that, if the case of suspected malpractice is proven, one or

more sanctions might be imposed and that such sanctions will reflect the seriousness of the case.

In cases of suspected malpractice where more than one individual is involved - e.g. where Candidates are

suspected of working collaboratively, PLASA will contact the individuals concerned separately.

PLASA will take all reasonable steps to ensure that reports and the relevant accompanying evidence have
been submitted and are complete. It reserves the right to request further information if this is deemed

necessary to investigate the case.

In cases where an individual who is the subject of suspected malpractice does not respond to PLASA
communications; PLASA will make every effort to secure a response but reserves the right not to send
reminders after all reasonable steps have been taken.

Cases of suspected malpractice will be investigated, in the first instance, by a nominated member of
PLASA staff. The staff member will be responsible for ensuring that all relevant documentary
information/evidence has been requested and that the individuals involved have been given the opportunity
to submit a personal written report relating to the suspected malpractice.

When all relevant documentary evidence has been received, everyone involved will be notified by PLASA
that the allegation will be considered by the PLASA Malpractice Panel and informed that the outcome will

be notified to the individual within 30 working days.

The PLASA Malpractice Panel will consist of the Association Director and a member of PLASA Certification
team, which would be an EQA that is not implicated and an IQA that is not implicated from a Centre. On
considering a case of alleged malpractice, the PLASA Malpractice Panel will convene to confirm whether
the correct procedures have been followed thus far, ensuring that everyone suspected of malpractice has
been given the opportunity to respond by submitting a personal written report.

The PLASA Malpractice Panel will then review the documentary evidence available, reserving the right to
request further information. When all appropriate evidence is available, the PLASA Malpractice Panel will
decide whether the act constitutes malpractice.

If the PLASA Malpractice Panel is of the opinion that there is no case to answer, the individual(s) involved
will be informed in writing within 2 working days of the decision being made. If such cases relate to a
Candidate they will be given full credit for the assessment work submitted.

If the outcome of the review of the evidence is that the PLASA Malpractice Panel decides that malpractice
has taken place, it will then decide what action, if any, is to be taken. It will set out its reasons, which will be

reported to the relevant parties.
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Proposal of Sanction/s in Cases of Proven Malpractice
The PLASA Malpractice Panel will ensure that any sanctions imposed reflect the seriousness of the act and
that all similar cases are treated in an equitable, fair and unbiased manner.
The Centre is obliged to report to PLASA any suspected incidents of malpractice. As a consequence of not
doing so their status as a Centre could be suspended or withdrawn. Examples of possible sanctions are
provided below.
Sanctions Relating to Malpractice by Candidates
A written warning about future assessment conduct. Loss of achievement for a defined section of the
assessment. This may lead to the Candidate:
e Having to retake the assessment and where necessary pay fees.
e Loss of achievement for the entire assessment and all assessment modules taken previously
(resulting in having to re-sit the entire Certification if the regulations allow).
¢ The Candidate not being allowed to re-sit the relevant assessment for a specified period of
time. The Candidate not being allowed to sit or re-sit any other assessment relating to that for a
specified period.
¢ The Candidate not being allowed to sit or re-sit any other assessment relating to any certification
awarded by PLASA for a specified period of time or revoked.
o Certifications certificates recalled and declared invalid.
Sanctions Relating to Malpractice by Assessor/Quality Assurers/Centre
e A written warning about future assessment conduct.
¢ Dismissal as a PLASA Assessor/approved centre.
¢ Notification to the organisation employing the individual as an Assessor/Centre employee that the
person in question is not permitted to have any involvement with PLASA Certification until retrained
in PLASA procedures/requirements to the satisfaction of PLASA.
¢ Notification to the organisation employing the individual as an Assessor/Centre employee that the

person in question is not permitted to have any future involvement with PLASA Certification at all.

Sanctions Relating to Malpractice by External Quality Assurer

e A written warning about future EQA conduct.

e Dismissal as a PLASA External Quality Assurer.

¢ Notification to the organisation which has awarded the individual the EQA Certificate.

e Communication of the Outcome of an Investigation into Malpractice by PLASA
When a case of suspected malpractice has or has not been proven in the view of the PLASA Certifications
Malpractice Panel, the individual(s) concerned will be notified in writing by PLASA within 48 hours of the
decision being made.
If the case has been proven, PLASA will provide details of the PLASA Certifications Malpractice Panel’s
findings and what sanctions, if any, are to be applied.
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Right of Appeal against a PLASA Malpractice Panel Decision
¢ The individual(s) concerned has/have the right to appeal against any decision(s) or sanction(s)
imposed by the PLASA Malpractice Panel.
¢ An appeal must be made in writing to the PLASA Certifications Team within 10 working days from

receipt of the written notification of the PLASA Awarding Body Malpractice Panel’s decision.

PLASA Action Upon Receipt of an Appeal
e On receipt of an appeal, PLASA will acknowledge receipt within 10 working days.

¢ All appeals to malpractice decisions will be dealt with under the PLASA Appeals policy.

Reporting Cases of Malpractice to External Parties

o PLASA will maintain detailed records of all cases of suspected malpractice, proven or otherwise.

Malpractice Report
The Malpractice Report may include some or all the following information: -
o A statement of the facts, a detailed account of the circumstances, individuals involved, and any
investigations undertaken.
e Written statements from Assessors, Candidates and/or other individuals as part of the investigation
(as appropriate).
e Any Candidate work or records relevant to the case

¢ Details of any remedial action being taken to ensure the integrity of the Certification now and in the

future.
¢ A description of any mitigating factors that should be considered.
e The decision reached as to whether suspected malpractice/maladministration has taken place.
¢ Any remedial action to be applied (if appropriate).

e The level of restriction and/or sanction to be applied (if applicable)
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Plagiarism, Collusion and Cheating Policy

Issue Date August 2025 Review Date August 2026

Introduction
To uphold the highest standards of integrity at PLASA, all Candidates are expected to complete their work
honestly and ethically. Violations of this policy include, but are not limited to plagiarism, collusion and

cheating, including inappropriate use of Atrtificial Intelligence (Al) tools.

Plagiarism
Plagiarism is the act of presenting someone else’s work, ideas or words as your own without proper
acknowledgement. This includes:

o Copying text, data, or code without citing the source

e Paraphrasing another person’s work without proper attribution

e Submitting work written by someone else (including Al tools) as your own.

e Use of Al Tools; Submitting Al-generated content (e.g., from ChatGPT, Grammarly etc) without

disclosure or proper citation may be considered plagiarism.

Collusion
Collusion occurs when two or more Candidates work together inappropriately on a project intended to be
completed individually. This includes:
e Sharing answers or information
o Working together on individual tasks without authorisation or providing opportunity for other
Candidates to see their work, such as during and examination to the Candidate sitting next to them
e Submitting work that is too similar to that of another Candidate or passing off work of another

Candidate with their consent.

Permitted Collaboration.
Group work is allowed only when explicitly authorised by the Assessor. Always clarify collaboration

boundaries in advance.

Cheating

Cheating is the planned intention to pass off work of others, claiming it to be their own. Centres are
encouraged to ensure that safeguards are in place to prevent staff from assisting Candidates to improve
achievement during the taking of examinations and to protect staff against any accusation from others that
could lead to an adverse effect.

This includes:

« Having access to an examination paper prior to the examination taking place
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o Assessors or Invigilators helping Candidates while they are preparing and submitting information for
assessment and/or marking
e Using unauthorised materials during tests or assessments
e Copying from another Candidates’ work
e Encouraging or accepting help from others
e Accessing a mobile phone during an examination
o Use of Al Tools in Assessments: Use of Al Tools during closed or restricted assessments is
prohibited unless specifically permitted by the Assessor.
Consequences
Breach of this policy may result in:
e A failing on the test or assessment
e Formal disciplinary action by PLASA

¢ [Initiation of the Malpractice & Maladministration Policy
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Reasonable Adjustments and Special Considerations
Policy

Issue Date August 2025 Review Date August 2026

Introduction
All Candidates are entitled to request Reasonable Adjustment under equalities legislation. This Policy
therefore outlines the procedure that Candidates and staff should follow when considering Reasonable

Adjustments and Special Consideration for Candidates undertaking assessments at PLASA.

Reasonable adjustments
A Reasonable Adjustment is any action that helps to reduce the effect of a disability or difficulty that places
the Candidates at a substantial disadvantage in the assessment situation. They must not affect the
reliability and validity of the assessment outcome.
PLASA will ensure that all reasonable arrangements and adjustments will be made to ensure no-one is
disadvantaged by PLASA’s registration and assessment process. We will work to minimise the need to
make Reasonable Adjustments when we develop Certifications and their assessment to ensure that we
remove barriers to entry through consultation with industry advisory groups and Candidates without
compromising on the integrity of the Certification. PLASA will also ensure that any Reasonable
Adjustments:
¢ Do not invalidate the assessment requirements set out in the specification
« for any of our Certifications.
¢ Reflect the current needs of the individual Candidates and as far as possible reflect current working
practices.
¢ Do not give unfair advantages to Candidates compared to those where no reasonable adjustment is
made.

¢ Maintain the relevance, reliability and comparability of the assessment.

Reasonable Adjustments are approved or set into place before the assessment takes place must ensure
that: -

o The work produced by the Candidate is assessed the same as for any other Candidate on the same
assessment.

o PLASA meets the requirements of the law in terms of what is ‘reasonable’ in terms of giving access
to assessment, however the need to meet competence standards and health and safety will not be
compromised and will be taken into consideration.

What is reasonable will depend on the individual circumstances, the practicality and effectiveness of the

adjustment.
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Definitions
Reasonable Adjustment
A Reasonable Adjustment to an assessment helps to reduce the effect of a disability and enable a disabled
Candidate to demonstrate their knowledge, skills and understanding to the level of attainment.
Reasonable Adjustments must not affect the integrity of a Certification, but examples may be-:
¢ Changing usual learning or assessment arrangements, for example allowing a Candidate/extra time
to complete an assessment activity
e Adapting assessment materials, such as using oral methods rather than written or providing
materials in different fonts or colours
e Providing assistance during learning and assessment, such as a reader or assistive technology
¢ Re-organising the assessment room, or location for the assessment.
« Changing the assessment method, for example from a written assessment to a spoken assessment
Centre’s have guidelines on eligibility and procedures for Reasonable Adjustments variations,

which are dependent on the Certifications and the individual Candidates circumstances.’

Special Consideration
Special Consideration is applied after an assessment takes place if the Candidate has been disadvantaged
immediately prior or during the assessment, for example: -

e Where a Candidate has experienced temporary iliness, accident or some other event outside of

their control immediately before or during the assessment

Special Considerations would be considered when:
A Candidate cannot complete within the required registration expiry date due to circumstances beyond their
control. It is the discretion of the Centre to grant the Special Consideration. For example:

« There was transport e.g. train strike or motorway closure something out of control for the candidate
that can be proven with evidence; in this case the assessment or registration timeline maybe frozen
for a period, the remaining time left to complete the Certification will be calculated using the original
date that PLASA were informed i.e. departure date to the date in which the original registration
would have expired.

e Misses part of the practical assessment for circumstances out of their control is present for the
assessment but for whom may be disadvantaged by a temporary iliness, injury or adverse
circumstances that arose at or near the time of assessment.

Subject to PLASA and Centre discretion, the opportunity for registration extension or re-assessment will be
presented to the Candidate at no extra fee incurred unless:
¢ The Candidate registration period has expired prior to notification to PLASA.
¢ No evidence has been supplied to the Centre for reasons for the lack of attendance. If the reason is
medical then a certificate from a medical doctor may be requested.
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e Any part of the assessment is missed due to personal arrangements including holidays or
unauthorised absence.

Note: Normal Work demands are not considered special considerations.

Special Consideration should not give the Candidate an unfair advantage over another Candidate. The

Centre should keep records of any Special Considerations for External Quality Assurance purposes.

Candidate seeking Reasonable Adjustment or Special Considerations should contact the Centre for the

procedure and application forms. Alternatively, please contact the Centre Coordinator at PLASA.

If the Centre is unable to provide an Assessor to validate Candidate evidence within the registration period,

the Centre may use the Special Consideration Policy to request to PLASA to extend the registration period.

PLASA must be informed of the new expiry date via the CAF/TAF as soon as possible. For External Quality

Assurance purposes, the Centre must complete a Special Considerations Form and place it in the

Candidate Records.

¢ The Candidate must inform the Centre of their requirement and the Centre will complete the

Reasonable Adjustment Form on behalf of the Candidate as a digital document. This will be
held in the Candidate Records.

¢ The Candidate must request the Special Consideration Application Form from the Centre and

complete the as a digital document and send to the Centre.
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Recognised Prior Learning|Experience (RPL/E) Policy

Issue Date: November 2025 Review Date: November 2026

Introduction
This policy serves as a comprehensive set of guidelines for PLASA Certifications. Its purpose is to provide
PLASA Centres with detailed information and guidance to ensure a transparent, fair, and consistent

approach to the Recognition of Prior Learning| Experience (RPL/E).

Definition of Recognised Prior Learning|Experience (RPL/E)

The definition of RPL/E is that this is a method of assessment that considers whether a Candidate can
demonstrate that they can meet the assessment requirements for PLASA Certifications, by considering
knowledge, understanding, or skills that a Candidate already possess and does not need to develop
through a course of learning. It enables the recognition of achievement from a range of activities using any
valid assessment methodology. The use of RPL/E is of significant value to Candidates provided that the
assessment requirements of a given Certification are met.

The term 'RPL/E' refers to the validation of any learning and / or work experience undertaken by a
Candidate.

PLASA Certifications have specific requirements on what is acceptable as RPL/E and have developed

supporting documentation to enable Candidates to submit their RPL/E.

Due to the nature of RPL/E it is essential evidence is:

e Valid - The evidence needs to demonstrate that the assessment requirements have been met.

e Authentic - Authenticity entails determining whether the assessed evidence truly represents the
work of the Candidate. For instance, the evidence might have been generated collaboratively as a
team

o Sufficient - There must be an ample amount of evidence to comprehensively fulfil the requirements
outlined in the learning outcomes and assessment criteria.

e Current - Particularly in RPL/E cases, the currency of evidence holds significant importance. It is
essential to evaluate if the evidence aligns with current practice requirements. Evidence of currency
may vary from sector to sector.

¢ Reliable - Evidence obtained through RPL/E should be such that an Assessor would arrive at the

same assessment decision, were the assessment to be repeated.

RPL/E can demonstrate competence or achievement within a Certification process. Through the RPL/E

process, evidence of a Candidate previous learning/work experience is assessed against the assessment
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criteria of a Certification. Evidence submitted through RPL/E must therefore meet the same rigorous quality
criteria that other assessment methods must conform to.

It remains the approved Centres responsibility to ensure that evidence is evaluated thoroughly, and key
considerations are given to validity, authenticity, sufficiency, currency, and reliability. Centres must ensure
any decisions on the application of RPL/E are carried out by staff who are competent to consider and make
decision about RPL/E.
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Whistleblowing Policy

Issue Date August 2025 Review Date August 26

Introduction
This policy encourages staff, Centres and Candidates to report concerns about wrongdoing in the

workplace. It ensures reports are handled seriously by PLASA, with confidentiality and without retaliation.

What to report
You should report concerns about: -
e Criminal activity
o Health and safety risks
e Environmental damage
e Bribery or corruption
e Financial misconduct or fraud
e Breaches of legal or professional obligations
e Attempts to cover up any of the above
Who can report Whistleblowing:
Anyone working within the Certification or a Candidate can raise a concern under this Policy,
What will happen: -
e Your concern will be acknowledged within 5 working days
e PLASA will investigate and aim to provide feedback within 28 days

o PLASA will keep your identity confidential unless required by law

You will not be treated unfairly by PLASA for raising a genuine concern.
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