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1. Purpose and Scope

BGO015 ECET — Europe Schools is committed to providing fair, professional and appropriate services to all
Cambridge English examination candidates. This policy covers complaints relating to examination registration,
administration, communication, fees, examination arrangements and conditions, technical difficulties,
examination procedures, and the conduct of centre staff or examiners.

2. Submitting a Complaint

Complaints may be submitted in English or Bulgarian. For candidates under 18, a parent or legal guardian may
submit a complaint on their behalf. Complaints should be submitted in writing using the BGO15 Complaints Form,
available from the centre. Complaints received by email will also be accepted.

Contact person: Centre Exams Manager (CEM)

Email: bg015@ecet.bg

Telephone: +359 882 886 313

3. Reporting Deadlines

Exam-day incidents: Any problem affecting examination conditions must be reported immediately to the
invigilator or supervisor. A written complaint should be submitted by 12:00 noon (Bulgarian local time) on the
following calendar day.

Other complaints: Complaints should be submitted as soon as possible after the issue arises.

Late complaints will be reviewed where practicable. However, delays may limit the remedies available,
particularly where Cambridge English deadlines apply.

4. Handling Complaints

Complaints will be handled fairly, promptly and confidentially, subject to applicable reporting and information-
sharing requirements. Receipt of a written complaint will be acknowledged within one working day. Minor
operational issues may be resolved directly by the Supervisor. Complaints involving serious concerns, examination
irregularities or potential disadvantage to candidates will be referred to the CEM. The CEM retains overall
responsibility for the complaints procedure and the final handling of formal written complaints.

A written response will normally be provided within five working days of receipt of the written complaint. Where
further investigation is required, the complainant will be informed of the delay. Where appropriate, the CEM will
assess whether an application for Special Consideration should be submitted to Cambridge English within the
applicable deadline. Submitting a complaint does not automatically result in Special Consideration, a refund or a
change to examination results.

5. Further Action

Complainants dissatisfied with the centre's response may contact Cambridge English through its official
complaints procedure:

https://www.cambridgeenglish.org/help/complaints/

Enquiries about Results and formal Appeals are subject to the separate Cambridge English procedures and
deadlines.

6. Availability

This policy is available to candidates, parents/legal guardians and Preparation Centres before examinations and
upon request.

7. Compliance with Cambridge English Regulations

This policy operates in accordance with the applicable Cambridge English regulations, including the Handbook for
Centres, the Exam Day Booklet, and other relevant official Cambridge English instructions and procedures.

In the event of any inconsistency or conflict between this policy and the applicable Cambridge English regulations,
the relevant Cambridge English requirements shall take precedence.

Nothing in this policy overrides Cambridge English regulations, procedures or deadlines.

BGO015 ECET — Europe Schools
Centre Exams Manager (CEM)
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NOJIUMTUKA 3A NOOABAHE U PASINTEXXAAHE HA X KANTBU
Koa Ha pokymeHTa: BGO15-CP-01, Bepcusa 1.0
YTBbpAMA: PbKOBOAMTEN HA U3NUTHUA LeHTbp (CEM),
[aTa Ha BAm3aHe B cuna: 10.11.2026r.
1. Uen u obxBar
BG015 ECET — Europe Schools ce aHraxkumpa ga npegocTtaBa cnpaBegivBo, NpopecroHasHO U KayecTBEHO
obcny)KBaHe Ha BCUYKM KaHAMAATK 3a u3nutute Ha Cambridge English. HacToawaTta noantrMka obxsalla *Kanbu,
CBbBP3aHU C PErmcTpaumaTa 3a U3nNuTK, agMUHUCTPATUBHOTO OOCAY)KBaHE, KOMYHMKAUMATA, U3NUTHUTE TaKCW,
OpraHM3aumMaATa M YCNOBMATA 3a MPOBEXKAAHE HA U3NUTUTE, TEXHUYECKWU 3ATPYAHEHWSA, USNUTHUTE MpoLesypwu,
KaKTO M NOBEAEHMETO HA CAYKUTEAUTE HA U3NUTHUA LLEHTBP UAW U3NUTBALLMUTE.
2. MopaBsaHe Ha xanba
anbu moraT ga ce nogasaT Ha HbArAPCKM UAN aHTIMNCKKM e3UMK. 3@ KaHAMAaTK noa 18-roamiwHa Bb3pacT Kanba
Moe Aa 6bae nogafeHa M OT poauTeN UAKU 3aKOoHeH npeacTtasuTen. Manbute cnessa fa ce nogasat NMUCMEHO
ypes bopmynspa 3a ¥Kanbu Ha BGO15, KoOMTo moxKe Aa 6bae NosyYeH OT U3NUTHUA LeHTbp. Mpuemar ce 1 Kanbm,
M3NpaTeHM MO eNIEKTPOHHA NoLa.
Jlnue 3a KOHTaKT: PbKoBOANUTEN HA U3NUTHUA LeHTbP (CEM)
EnekTpoHHa nowa: bg015@ecet.bg, TenedpoH: +359 882 886 313
3. CpoKoBe 3a noaaBaHe Ha Xanbum
NHUMOEHTM B AeHA Ha u3nuta: Bcekn npobnem, KOMTO 3acAra ycioBMATa 3a NPOBEXKAAHE HA M3NKUTa, TpAbBea Aa
6bae cbobuleH He3abaBHO Ha KBecTopa UM cynepBsaiisopa. lNucmeHa kanba cnegsa ga 6bae nogageHa ao 12:00
Y. (BbArapcko MecTHO Bpeme) Ha cnefBallMA KaneHaapeH AeH. [pyru kanbu: Kanbute cneasa aa ce nogasar
Bb3MOXHO HaM-CKOPO c/ef, Bb3HUKBAHETO Ha npobnema. ¥anbu, nogafeHn cniefs NOCoOYEeHUA CPOK, e bbaat
pasrnexgaHu, KoraTo TOBa € NPaKTUYEeCKM Bb3MOXKHO. 3abaBaHeTo 0bayve MoxKe Aa OrpaHNYM Bb3MOXKHUTE MEPKU
3a pa3pellaBaHe Ha npobsiema, ocobeHo Korato ca npuaoxnumm cpokosete Ha Cambridge English.
4. PasrnexxpaHe Ha Kanbu
Manbute ce pasrnexgat cnpaBeasiMBO, CBOEBPEMEHHO WM MOBEPUTENIHO, MPMU CMa3BaHE HA NPUIOKUMUTE
M3NCKBAHWA 3a AOKNaZBaHe M obmeH Ha MHPopmauma. NonydyaBaHeTO Ha NUCMeEHa Kanba ce NOTBbPXKAABA B
paMkuTe Ha eguH paboTteH AeH. He3HauuTenHW opraHusauMoOHHM Npobnemu morat ga 6bAaT paspelsaBaHu
HenocpeacTBEHO OT cynepBain3opa. Kanbu, cBbp3aHM CbC CEPUO3HM MPOBAEMM, HAPYLUEHUSA HA M3NUTHUTE
npoueaypv Ui Bb3aMOXKHO HeEBNAronpuMATHO Bb3AENCTBME BbPXY KaHAMAATUTE, C€ OTHACAT 40 PbKOBOAUTENA HA
n3nUTHUA LeHTbp (CEM). CEM HOoCK LANOCTHaTa OTFOBOPHOCT 3a NpoueaypaTa Mo pasrnexpaHe Ha Kanbu u 3a
OKOHYaTe/IHOTO pasraexKaaHe Ha 0PULMANHO NOAALEHUTE MUCMEHU Kanbu.
MucmeH oTroBop 0H6MKHOBEHO ce MPeAoCTaBsA B PaMKUTE Ha neT pPaboTHM AHM OT NOJly4aBaHETO Ha NUCMeHaTa
anba. Korato e HeobXxo0AMMO AOMBAHUTENHO NPOYYBaHE, NOAATENAT Ha KanbaTa ce yBeAOMABA 3a 3abassaHeTo.
Mpu HeobxoammocT CEM npeueHaBa ganu cnenpa Aa 6bae NoAaLeHO 3asaB/eHMe 3a CNeunasHo pasraexaaHe Ha
obcrosaTencreaTta (Special Consideration) go Cambridge English B pamkute Ha npunoxumma cpok. MNogaBaHeTo Ha
anba He BoAM aBTOMATUMYHO A0 npwuaaraHe Ha Special Consideration, Bb3cTaHOBABAaHE Ha M3MMUTHA Takca Man
NPOMAHA Ha U3NUTHUTE PE3yNTaTK.
5. MocnepBawm peiictenn
Mopatenute Ha *Kanbu, KOUTO He ca YAOBAETBOPEHWN OT OTFOBOPA Ha U3MUTHUA LEHTbP, MOraT 4a ce 06bpHaT KbM
Cambridge English ypes oduumanHaTta npoueaypa 3a pasrnexgaHe Ha *Kanbu:
https://www.cambridgeenglish.org/help/complaints/
3anuTBaHUATa OTHOCHO M3NUTHUTE pe3ynTath (Enquiries about Results) n odmumanHute obxkansaHua (Appeals) ce
pasrnexaat CbrnacHo oTAeNHUTe npoLueaypu u cpokose Ha Cambridge English.
6. flocTbnHOCT
HacToawarta noAuMTMKa e [O0CTbMHa 33 KaHAMAATUTE, TEeXHWUTE POAMTENW/3aKOHHM NpPeacTaBUTENn WU
noaroTeBuTenHuTe LeHTpoBe (Preparation Centres) npean NpoBeXXAaHeTo Ha U3NUTUTE, KAKTO U NPU NOWUCKBaHe.
7. CvrotBeTcTBME € NpaBuaata Ha Cambridge English
HacToswaTa noanTuKa ce npunara B CbOTBETCTBUE C AelcTBawmTe npasmaa Ha Cambridge English, BkatountenHo
Handbook for Centres, Exam Day Booklet u apyru npunoxumu odbuumanHM MHCTPYKUMM U Npoueaypu Ha
Cambridge English. NMpu HecboTBETCTBME WM MPOTUBOPEUME MENKAY HACTOAWATA MOAUTMKA U MPUNOKUMUTE
npasmna Ha Cambridge English, npegmumctBo nmaT cboTBETHUTE M3MCKBaHMA HA Cambridge English.
Huto egHa pasnopeaba Ha HacTosAlaTa MOJMTMKA He OTMEHA M He M3MeHA MpasBuaaTa, npoueaypute uam
cpoKkoBeTe Ha Cambridge English.
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