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                                 Shaped by the past, creating the future  
 
 
SENATE 
 
Communication Title:  Annual Report of Senate Academic Appeals Committee 2011/12 
 
Purpose of Communication: The Report sets out the number and nature of academic 
appeals investigated by the University in accordance with General Regulation VII - Academic 
Appeals during the 2011/12 academic year.  It also reports on strategic issues emerging 
from the appeals process and makes recommendations and describes action to be taken to 
improve practice. 
 
Consultation to date:  The report was approved by the Chair of Senate Academic Appeals 
Committee (Professor Emma Murphy).  Faculty Academic Appeal data from the Chairs of 
Faculty Education Committees (PG and UG), Assistant Registrars in Academic Support 
Office and Faculty Administrators were also factored into the report. The report was 
considered at Education Committee on 22 May 2013.  
 
Action Requested: Senate is invited to receive the report for information.  
  
Deadline for action/response required: No response is required.   
 
Contact for further information:  Mr Joshua McKim, Assistant Registrar, Academic Support 
Office, joshua.mckim@durham.ac.uk, ext: 46488
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Annual report of Senate Academic Appeals Committee (SAAC) 
2011/12 

Background 

1. The University’s Senate Academic Appeals Committee operates in accordance with 
General Regulations VII - Academic Appeals 
www.dur.ac.uk/university.calendar/volumei/general_regulations/.  Students who are 
dissatisfied with an academic decision made by a Board of Examiners or other 
decision making body or Officer may appeal that decision to their Faculty.  If, 
following the decision of the Faculty, the student remains dissatisfied with the 
outcome they may appeal to the Senate Academic Appeals Committee (SAAC).  If a 
student is dissatisfied with the outcome of the SAAC appeal, they may complain to 
the Office of the Independent Adjudicator (OIA) for Higher Education. 

2. This report provides an overview of the operation of the Academic Appeals 
Regulations during 2011/12, and identifies issues of University policy or practice that 
require further consideration. The final version of the report will be submitted to the 2 
July 2013 meeting of Council for information. 

Method 

3. This report sets out the number and nature of academic appeals received by the 
University in relation to General Regulation VII - Academic Appeals in effect for 
2011/12.  Academic appeals are reported as received for the academic year in which 
the academic decision being appealed by the student was made.  In some cases the 
academic decision being appealed may be made during the current academic year 
but the academic decision will have been made in, and based on the Regulations in 
effect for, the prior academic year.  

4. Each year, in a few cases, the academic appeals process will not have completed by 
the time of the annual report.  These cases have been reported as received in the 
tables in Annex 1 but any issues raised by the processing or the outcome of the 
appeal will be discussed in subsequent reports. 

5. The report was informed by statistical data in appeals in the faculty overview reports 
submitted to the Quality and Standards Sub-Committee earlier in 2012/13. 

6. This report does not include statistics on less formal inquiries made by students to 
academic departments, colleges or administrative offices about academic decisions.  
It is assumed that a significant number of potential academic appeals are resolved 
informally at these levels. 

Overview and Analysis of Academic Appeals Cases in 2011/12 

7. The total number of Faculty Academic Appeals (FAA) received remained steady with 
179 received in 2011/12 as compared with 182 in 2010/11, 176 in 2009/10 and 170 in 
2008/09.  Notably there was a sharp reduction in the number of PGT appeals in 
SS&H Faculty but this was counterbalanced by a similar increase in the number of 
UG appeals in SS&H Faculty.  UG appeals in the Science Faculty have trended 
significantly upwards over the past four years.  Otherwise there is year-on-year 
fluctuation in the number of appeals received by each Faculty but the data do not 
support any particular conclusions. Reports on faculty-level appeals at undergraduate 
and postgraduate levels were presented to Quality and Standards Sub-Committee 
and Faculty Education Committees earlier this academic year. The reports identified 
any departments in which numbers of appeals seemed disproportionate to the size of 
that department. These instances were actively investigated by FECs as appropriate.  

8. Over the past four years there appears to be a small but clear decrease in the 
number of Senate Academic Appeals (SAA) received (16 in 2011/12 as compared to 
19 in 2010/11, 19 in 2009/10 and 22 in 2008/09).  The distribution of SAAs received in 
2011/12 across faculties also remained steady with previous years with most (12) 
originating from SS&H Faculty.   
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9. The outcomes of SAACs also remained steady with 8 upheld (with 3 concessions) in 
2011/12 as compared with 7 upheld (with 5 concessions) in 2010/11 and 6 upheld 
(with three concessions) in 2009/10.  In the 8 cases dismissed during 2011/12, the 
additional information, if any, provided by the student did not amount to substantial 
evidence to support their grounds for appeal.  In two cases, whilst SAAC dismissed 
the appeal under the grounds cited, it did request that the Faculty/Department 
consider whether to offer of the student a concession for reasons not cited by the 
student. 

10. A detailed breakdown and analysis of academic appeals is set out in Annex 1. 

Main issues of policy recommendations 

Review of academic appeals 

11. In 2011, a review of the University’s academic appeal regulations and process was 
commissioned from an external assessor.  In December 2011 the external assessor 
attended two days of meetings with staff from across the University involved in the 
academic appeals process.  Staff contributed their experiences with the operation of 
the academic appeals process including what works well and what does not.   

12. The Review of the University’s Academic Appeals Process Report was submitted to 
the 18 June 2012 meeting of Education Committee which endorsed the 
recommendations in the report and requested that detailed proposals be developed 
on the basis of the report’s recommendations during the 2012/13 academic year. 

13. On 13 March 2013 a paper and draft version of General Regulations VII – Academic 
Appeals was submitted to Education Committee which endorsed the proposed single-
stage appeal process in principle and requested that the staff composition and timing 
of meetings of the appeals panels be further considered and a revised proposal be 
brought back to a future EC meeting. 

14. In order to gather information to further consider staff composition and timing for the 
appeals panels a pilot project will be conducted on academic appeals received over 
the summer of 2013.  Following the pilot project a revised proposal will be submitted 
to Faculty education committees during the 2013/2014 Michaelmas Term.  It is 
expected that the any changes to the academic appeals regulations will be in place 
for the 2014/2015 academic year.  

15. The pilot project will also provide an opportunity to collect richer and more consistent 
data on the receipt, grounds and outcomes of academic appeals across Faculties. 

Enhancing Practice 

16. On 19 June 2013, a training session will be held concerning the policies, procedures 
and regulations relating to academic appeals.  The training is intended for Chairs of 
Boards of Studies and Heads of Departments or any staff who support students 
including college tutors and academic advisors.  This training is expected to be held 
twice yearly and will include case studies to build staff familiarity and experience in 
dealing with misconduct and disciplinary issues. 

17. In 2011/12 SAAC delivered training to new Deputy Heads of Faculty.  The training 
was focussed on processing and investigating academic appeal in a procedurally 
correct manner but also aimed to promote fairness, consistency and good judgement 
in the handling of appeal cases.  A major emphasis was also to promote the use of 
concessions to resolve appeal less formally where appropriate.  Appeals resolved 
less formally lead to more timely resolutions for students and more efficient use of 
staff resources on academic appeals.  

18. This training is provided each year during the summer primarily for incoming but also returning 
Deputy Heads of Faculty and focuses specifically on the roles and responsibilities of these 
members. 

Action requested 

19. Senate is asked to receive this report for information. 
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Annex 1 Academic Appeals statistics 
 
Table 1a: Appeals by SAAC/Faculty for 2011/12 versus 2010/11, 2009/10 and 2008/09 

 Faculty of Arts & 
Humanities 

Faculty of Science Faculty of Social 
Sciences & Health 

Totals 

 2011
/12 

2010
/11 

2009
/10 

2008
/09 

2011
/12 

2010
/11 

2009
/10 

2008
/09 

2011
/12 

2010
/11 

2009
/10 

2008
/09 

2011
/12 

2010
/11 

2009
/10 

2008
/09 

SAAC 
appeals 

0 1 3 0 4 4 6 7 12 14 10 15 16 19 19 22 

Faculty UG 
appeals 

15 18 15 15 73 62 65 42 67 49 54 67 155 129 134 124 

Faculty PGR 
Appeals 

2 1 0 0 0 1 0 0 2 5 4 6 4 7 4 6 

Faculty 
PGT 
Appeals 

1 2 2 2 0 2 3 3 19 42 31 35 20 46 38 40 

 
Table 1b: Student numbers 2008/9 to 2011/12* 

 Faculty of Arts & 
Humanities 

Faculty of 
Science 

Faculty of Social 
Sciences & Health

 UG PGT PGR UG PGT PGR UG PGT PGR 

2008/09 2578 208 312 3918 105 521 4579 1898 664

2009/10 2590 230 349 3946 133 537 4615 1996 719

2010/11 2550 254 336 4002 116 511 4683 2066 724

2011/12 2618 306 331 4003 114 519 4714 1999 755

*Student number data has been taken from the online student handbook published by SPA. 
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Table 1c: Number of students per faculty appeals 2008/9 to 2011/12* 

 Faculty of Arts & 
Humanities 

Faculty of 
Science 

Faculty of Social 
Sciences & Health

 UG PGT PGR UG PGT PGR UG PGT PGR 

2008/9 172 104 N/A 93 35 N/A 68 54 111

2009/10 173 115 N/A 61 44 N/A 85 64 180

2010/11 142 127 336 65 58 511 96 49 145

2011/12 175 306 115 55 N/A N/A 70 105 378

*This figure has been calculated by dividing the number of students in each category by the number of faculty appeals, with the result being rounded to the 
nearest whole number.  Consequently higher numbers suggest a lower frequency of appeals, and vice versa. 
 
Analysis of Table 1a-c 
1. The data demonstrate that overall receipt of academic appeals has remained steady for the past four years.  

Rises in one Faculty or area of appeals are balanced by falls in others although the rise in UG Science 
Faculty appeals should be closely monitored due to a steady increase over the past few years. 

2. For SAAC appeals, 13 were from undergraduates and 2 postgraduate taught students. This has changed 
from last year where more than half of the 19 SAAC appeals received were from postgraduate taught 
students.  

3. One SS&H case is double counted as the student’s original SAAC appeal was upheld and referred back to 
the SS&H Faculty for further investigation. Faculty dismissed the appeal after further investigation. The 
student then submitted a second SAAC appeal of that Faculty decision which was upheld by SAAC and 
referred back to the BOE who raised his classification from a 2:2 to 2:1. 

4. There is no clear trend of increasing or decreasing levels of appeals over the past four years. 
5. In table 1c, in all three faculties, the frequency of appeals in 2011/12 is higher amongst undergraduate 

students than postgraduate taught students.  This is reversed from 2010/11 and previous years.  Appeals 
are least frequent among research students. 
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Table 2: Number of academic appeals upheld 2011/12 versus 2010/11 
 Faculty of Arts & 

Humanities 
Faculty of Science Faculty of Social 

Sciences & Health 
Totals 

 2011/12 2010/11 2011/12 2010/11 2011/12 2010/11 2011/12 2010/11 
SAAC 
appeals 

0 0 out of 1 
upheld 

1 out of 4 
upheld [1 
concessio
n 
awarded]  

2 out of 4 
upheld [2 
concessions 
awarded] 

7 out of 12 
upheld [1 
concession 
awarded] 

5 out of 14 
upheld [3 
concession
s offered] 

8 out of 16 
upheld [2 
concessio
ns 
awarded] 

7 out of 19 
upheld [5 
concessio
ns 
awarded] 

Faculty 
UG 
appeals 

12 out of 
15 upheld 
[1 
concessio
n 
awarded] 

14 out of 
18 upheld 
[5 
concessio
ns 
awarded] 

26 out of 
73 upheld 
[16 
concessio
ns 
awarded]  

29 out of 62 
upheld [17 
concessions 
awarded] 

35 out of 67 
upheld [25 
concession
s awarded] 

27 out of 49 
upheld 
[16 
concession
s awarded] 

73 out of 
155 
upheld [42 
concessio
ns 
awarded] 

54 out of 
129 
upheld [38 
concessio
ns 
awarded] 

Faculty 
PGT&R 
appeals 

2 out of 3 
upheld [2 
concessio
ns 
awarded] 
 

1 out of 3 
upheld [1 
concessio
n 
awarded] 

N/A 1 out of 3 
upheld [1 
concession 
awarded] 

11 out of 21 
upheld [1 
concession 
awarded] 
 

15 out of 47 
upheld [2 
concession
s awarded] 

13 out of 
24 upheld 
[3 
concessio
ns 
awarded] 

17 out of 
53 upheld 
[4 
concessio
ns 
awarded] 

 
Analysis of Table 2 
6. There was a significant decrease in Faculty Academic Appeals from students on PG Teaching or Research 

programmes with 29 fewer in 2011/12 versus 2010/11. This was mostly attributable to the reduction of 26 
appeals received by SS&H.  This may simply be a year-on-year fluctuation.  

7. About half of Faculty appeals submitted in 2011/12 were upheld which is substantially higher than the ratio 
for 2010/11.  Again, this may simply be a year-on-year fluctuation.   

8. If these trends continue, more analysis would be required to consider the students’ submitted grounds for 
appeal and the Faculty’s reasons for upholding appeals.  The pilot project referred to in p.14-15 above will 
seek to collect detailed data in relation to grounds for appeals and outcomes to be reported on in the future. 
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Table 3: SAAC appeals Diversity Statistics between 2011/12 and 2009/10 
Age and Gender Ethnicity Disability status 
Age M F       
 11/

12 
10/
11 

09/
10 

11/
12 

10/
11 

09/
10 

 11/
12 

10/
11 

09/
10 

 11/
12 

10/
11 

09/
10 

20-24 9 8 7 5 3 5 White  10 13 11 Not disabled 12 14 13 
25-30 1 5 1 0 2 2 Other Ethnic 

background 
1 1 2 Unseen or other 

disability 
0 2 3 

30-34 1 0 0 1 0 2 Other Asian 
background 

2 1 2 Specific learning 
disability 

2 3 1 

Over 35  0 0 1 0 1 1 Asian or Asian 
British Pakistani 

0 3 2 Information 
refused 

0 0 2 

       Information 
refused  

3 1 2 No Known 
Disability 

14   

Total 10 13 10 6 6 9  16 19 19  16 19 19 
 
Analysis of Table 3 
9. Due to the very small number of students submitting Senate Academic Appeals the data indicate no bias 

against any particular group of students and remain steady with 2010/11. 
 
Legal claims and Academic Appeals to the Office of the Independent Adjudicator 
10. There were six OIA complaint final outcomes relating to academic appeals during 2011/12.  In five cases 

the outcomes was “not justified”.   
11. One case was “justified” and the OIA recommended the case be referred back to the BOE for 

reconsideration of the degree classification.  The BOE reconsidered the case and maintained the original 
degree classification. 

12. There are currently seven academic appeals under review by the Office of the Independent Adjudicator 
(OIA). The University awaits decisions on four cases from 2010/11 and one case from 2009/2010. Two 
cases relate to decisions taken by SAAC during 2011/12.  All outcomes will be reported in subsequent 
annual reports.  

13. Seven 2011/12 SAAC decisions were issued recently and it is not known whether complaints to the OIA will 
be made within their three-month timeframe. 

14. There are no legal claims currently in process in relation to academic appeal cases.  
 



 

 
 

                                 Shaped by the past, creating the future  
 
 
SENATE 
 
Communication Title:  Annual Report of Senate Discipline Committee 2011/12 
 
Purpose of Communication: The report sets out the number and nature of student 
discipline cases investigated by Senate Discipline Committee in accordance with General 
Regulation IV — Discipline during the 2011/12 academic year.  It also reports on key issues 
emerging from the cases considered and makes recommendations for improved practice. 
 
Consultation to date:  The report was approved by the Chair of Senate Discipline 
Committee (Professor Antony Long).  Comments received from the Deputy Academic 
Registrar and DSU were factored into the final version of the report. The report was 
considered at the 29 April 2013 meeting of SESC and at the 22 May 2013 meeting of 
Education Committee.   
 
Action Requested: Senate is asked to receive this report for information.   
 
Deadline for action/response required: No response is required.  
 
Contact for further information:  Mr Joshua McKim, Assistant Registrar, Academic Support 
Office, joshua.mckim@durham.ac.uk, ext: 46488 
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Annual report of Senate Discipline Committee (SDC) 2011/12 

Background 

1. The University’s Senate Discipline Committee operates in accordance with General 
Regulations IV — Discipline 
http://www.dur.ac.uk/university.calendar/volumei/general_regulations/. Central to the Discipline 
Regulations are section 5 which sets out the types of “major” offences, section 6 on the “other” 
offences procedure, and section 4 which identifies the Authorised University Officers (AUO) 
responsible for assessing whether an alleged offence could be “major” and should therefore be 
referred to the Chair/Deputy Chair of SDC for further consideration.  It is important to note that 
for any case heard by SDC, if the allegation of a major offence is proved, the normal penalty is 
expulsion from the University.  If a student is found to have committed a major offence, they 
may submit an appeal against this judgment to the Council Student Appeals Committee 
(CSAC) under section 8.  If a student remains dissatisfied with the outcome of the disciplinary 
process after the CSAC stage, they may complain to the Office of the Independent Adjudicator 
(OIA) for Higher Education. 

2. This report provides an overview of the operation of the Discipline Regulations and cases 
referred to SDC during 2011/12, and identifies issues of University policy or practice that 
require further consideration by the University.  This report was considered at the 29 April 2013 
meeting of SESC and at the 22 May 2013 meeting of Education Committee.  This final version 
of the report will also be submitted to the 2 July 2013 meeting of Council for information. 

Methodology 

3. This report is based on the operation of the Discipline Regulations and any student discipline 
cases considered, referred or heard in relation to them during the 2011/12 academic year.  The 
time required to conclude some discipline issues may stretch over two or more academic years.  
For the purposes of reporting, such discipline cases are normally included in the report for the 
academic year in which the discipline issue arose (although in some cases where there are 
general issues raised by the nature or outcome of the discipline process they may be discussed 
in subsequent reports).  

4. This report does not include statistics on minor or other discipline issues that are dealt with at 
local Departmental, College and Office levels.  It is assumed that a significant number of cases 
are dealt with at these levels without notification to the Academic Support Office. 

Overview and Analysis of Discipline Case in 2011/12 

5. Overall there were 8 discipline cases referred to a hearing by SDC in 2011/12 as compared to 
12 in 2010/11 and 7 in 2009/10).  It would appear that the number of cases heard by SDC in 
2010/11 may have been higher than normal but it may also normal year-on-year fluctuation.  
The cases heard appear to be balanced across the three main areas of misconduct (behaviour, 
cheating in exams and plagiarism).  A detailed breakdown and analysis of these cases is set 
out in Annex 1.  Due to the very small number of students involved in discipline proceedings 
the statistics indicate no bias against any particular group of students. 

6. The number of CSAC appeals has remained at a steady state the past few years (3 in 2011/12, 
3 in 2010/11; 2 in 2009/10).  

7. There is currently one discipline case being reviewed by the Office of the Independent 
Adjudicator (OIA) and no legal claims in relation to discipline cases.  The OIA reviewed but 
decided one discipline case from 2011/12 to be “not justified.” 

8. One student was suspended under General Regulations VI – Suspension in 2011/12. The 
student remains under suspension until completion of court proceedings.  

Change to wording of major offence 5) xi) 

9. Following discussions in 2011, in consultation with Durham Students’ Union, Education 
Committee approved a change to the wording of the major offence specified under Discipline 
Regulation 5 a) xi) from:  
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“(xi) Offences against the criminal law, where these offences involve other students or affect or 
have the potential to affect the interests of the University or have the potential seriously to 
affect the health and safety of staff or students.” 

To: 

“(xi) Offences against the criminal law, where these offences involve other students or 
seriously affect or have the potential seriously to affect the interests of the University or have 
the potential seriously to affect the health and safety of staff or students.” 

10. The rationale for this change is to help ensure that a misconduct issue where a student has 
committed a criminal offence is not referred to SDC automatically on the basis that an account 
of the criminal offence was publicised but instead on the basis that the publicised account of 
the criminal activity seriously affects or has the potential seriously to affect the interests of the 
University. 

11. This change makes the wording of major offence 5 a) xi) more consistent with the wording of 
major offence 5 a) viii) which states “Conduct which brings the University into serious disrepute, 
by causing serious reputational damage.”  

Academic Offences 

Review of the University’s assessment irregularities policies and procedures 

12. A review of policies and procedures for assessment irregularities is planned over the summer 
of 2013.  This review will be principally of the Learning and Teaching Handbook section 6.2.4: 
“University Guidance on Procedures in respect of Assessment Irregularities.” Consequential 
changes to General Regulations IV – Discipline and General Regulations VIII – Examinations 
will also be considered for approval for the 2014/2015 academic year.   

13. The review will focus on creating new guidance specifically to address emerging academic 
misconduct issues (particularly contract cheating), sanctions available to Invigilation Panels, 
and to ensure that lower levels of plagiarism can be dealt with proportionately and effectively by 
Plagiarism Panels in accordance with Discipline and Examinations Regulations. 

Use of the “other” offences procedure under s. 6 General Regulations IV – Discipline 

14. A key outcome from the 2008/09 and 2009/10 reports on discipline cases was a need to 
support academic departments and colleges with management of serious misconduct cases.  
Some recent incidents of poor student behaviour were escalated to SDC inappropriately where 
the department or college could have managed the student’s misconduct more formally at an 
earlier stage or lower level.  In the past year, ASO has worked with academic departments and 
colleges to explore whether the “other” offences procedure may be more appropriate to deal 
with serious misconduct incidents that were not clearly major offences.   

15. On 3 occasions, ASO supported investigations by colleges under the “other” offences 
procedure.  Early formal disciplinary action reduced the number of allegations referred to SDC 
and ensured that those referred are more appropriate for consideration as major offences by 
SDC.  No students subject to an “other” offences warning were subsequently referred to SDC in 
relation to new misconduct incidents but this will continue to be monitored.  

16. Students investigated under the “other” offences procedure were also informed that any 
decision or punishment imposed may be appealed to SDC.  No cases were appealed to SDC in 
2011/12. 

17. SDC is committed to provide support to colleges and departments to manage serious 
misconduct cases and to offer training to staff involved in managing disciplinary cases in order 
that they better understand the Discipline Regulations, when allegations should be referred to 
SDC and the evidence necessary for a case to be referred to SDC. 

18. There was a small increase in the number of cases proactively supported by SDC (29 in 
2011/12, 25 in 2010/11, 21 in 2009/10) and this is likely partially attributable to SDC’s 
commitment to provide support and training to departments and colleges to manage serious 
misconduct cases.  A detailed breakdown and analysis of these cases is set out in Table 4 of 
Annex 1. 
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Enhancing practice 

Training for key staff involved in student discipline cases 

19. On 8 May 2013, a training session will be held concerning the policies, procedures and 
regulations relating to misconduct and disciplinary cases.  The training is intended for 
Authorised University Officers including College Heads and Chairs of Boards of Examiners as 
well as other staff members who deal with disciplinary issues including Departmental 
Secretaries and Senior Tutors.  This training is expected to be held twice yearly and will include 
case studies to build staff familiarity and experience in dealing with misconduct and disciplinary 
issues. 

20. In addition, training courses are also provided each year for incoming and returning student and 
staff members of SDC which focuses specifically on the roles and responsibilities of these 
members.  

Action requested 

21. Senate is asked to receive this report for information.  
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Annex 1 Student discipline statistics 
 
Table 1: Comparison of type and outcome of cases SDC considered 11/12 versus 10/11 and 09/10 

 Plagiarism Cheating in exams Misconduct Totals 

 11/12 10/11 09/10 11/12 10/11 09/10 11/12 10/11 09/10 11/
12 

10/
11 

09/
10 

UG 0 0 0 2 3 1 1 5 2 3 8 3 

PGT 4 3 4 1 1 0 0 0 0 5 4 4 

PGR 0 0 0 0 0 0 0 0 0 0 0 0 

Totals 4 3 4 3 4 1 1 5 2 8 12 7 
Outcome  3 

students 
found 
guilty 

 3 
students 
expelled. 

 1 student 
withdrew 
before 
SDC 
held 

 All 3 
students 
found 
guilty. 

 All 3 
students 
expelled. 

 All 4 
students 
found 
guilty. 

 3 students 
expelled. 

 1 student 
allowed to 
resubmit 
after 
taking 
DUO 
plagiarism 
training 
due to 
(EMF). 

 All 3 
students 
found 
guilty 

 1 student 
expelled  

 1 student 
awarded 
0% for 
exam 
due to 
EMF.  

 1 student 
awarded 
resit at 
second 
attempt 
due to 
EMF. 
 

 All 4 
students 
found 
guilty. 

 3 
students 
expelled. 

 1 student 
module 
score 
was 
reduced 
to 40%. 

 Student 
found 
guilty. 

 Student 
expelled.  

 1 student 
withdrew 
before 
SDC 
held 

 All 5 
students 
found guilty.

 3 students 
expelled. 

 1 student 
signed an 
undertaking 

 1 student 
rusticated 
until 
October 
2012 due to 
EMF and to 
write 
apology and 
undergo 
counselling. 

 1 student 
found 
guilty 
and 
rusticate
d for 1 
year, due 
to EMF. 

 1 student 
case 
ongoing 
pending 
receipt of 
further 
medical 
evidence 

   

Note: Exceptional Mitigating Features (EMF) 
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1. In Table 1, for all six cases formally heard before SDC in 2011/12, the allegations of a major 

offence were proved.  In four of the cases it was decided that the normal penalty of expulsion 
was appropriate and the student was expelled.  In two cases, due to the presence of 
exceptional mitigating features, SDC determined that expulsion was inappropriate and a lesser 
penalty was imposed. 

2. Due to the complexities of the allegations, SDC is still working to resolve three discipline cases 
referred to it prior to 2010/11.  These cases are expected to be concluded by the end of 
2011/12. 

3. Table 2 suggests that due to the very small number of students involved in discipline 
proceedings the statistics indicate no bias in relation to age, gender or disability.   

4. In relation to the ethnicity data in Table 2, whilst six of the 8 cases involved ethnically non-white 
students, it is also important to note that all six cases were academic offences and involved 
overseas students.  Five of the six cases came from two different one-year post-graduate 
taught programmes. One is comprised of at least 55% non-white ethnic students and the other 
85% non-white ethnic students.  SDC has worked with these two programmes in the past to 
ensure that all its students are well informed of what academic offences are, how to avoid 
committing an academic offence and the potential consequences of committing an academic 
offences.  As such due to the small number of cases and proportional representation of the 
students on these programmes, an ethnic bias is not indicated by the data against a particular 
group of students.  However the number of students and types of disciplinary offences present 
in these two programmes remains a concern and will continue to be closely monitored and 
reported on in the future.   

 
Table 2: SDC Diversity Statistics for 11/12 Cases Referred to SDC Hearing 
Age as of 01/10/11 
& Gender 

Ethnicity Disability Status 

Age M F White  1 Not disabled 8 
18-24 2 2 Chinese 3 Unseen disability 0 
25-30 1 1 Other Asian background 0 Specific learning disability 0 
30-34 1 0 Asian or Asian British Indian 3 Information refused 0 
Over 35  1 0 Other Mixed 0   
   Information refused 1   
       
Totals 5 3  8  8 

 
5. The number of complex cases requiring proactive support from SDC increased from 2010/11 to 

2011/12. There were 21 complex cases supported in 2009/10.  
 
Table 3: Cases referred to SDC and not heard or otherwise proactively supported by SDC. 

Major theme or issue  11/
12 

Outcomes 11/12 to date 10/
11 

Outcomes 10/11  

Alleged Harassment  2 One student placed on 
concession with medical 
clearance to return. One 
student agreed to make no 
attempt to contact the other 
at any future point.  

5 One case was resolved by an 
apology. The other 
complainants declined to 
pursue the matter formally. 

Discrimination 2 Students apologised for use 
of discriminatory language 
in a lecture presentation. 

  

Academic Offences 8 Invigilation Panel decisions 
to not refer cases to SDC. 
Issues related to plagiarism 
allegations decided by 
Plagiarism Panels. 

1 As 09/10 cases 

Various forms of 
misconduct including 

11 Several cases of drunk and 
disorderly behaviour notified 

14 6 offences involved drunk 
and disorderly behaviour and 
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public order offences, 
anti social behaviour or 
misuse of University 
facilities  

to police. Several cases of 
hacking or misusing other 
students social media 
profiles.  

resulted in police action and 
sanctions under College 
regulations. The remainder 
were dealt with under College 
regulations. 

On going action for 
monitoring of 
compliance with SDC 
discipline or other 
sanctions, or 
suspension terms. 

5 Re-admittance following 
rustication.  Monitoring of 
terms of suspension.  

4 1 student withdrew 
temporarily from the 
University voluntarily. The 
remainder are complying with 
the sanctions imposed. 

Appeal against Head of 
House’s discipline 
sanction  

1 Student accepted decision 
and apologised instead of 
matter being referred to 
SDC. 

0  

Falsification of 
information when 
applying for College 
accommodation 

0  1 Case dealt with at College 
level 

 29  25  

 
6. The number of CSAC and OIA appeals remains at a low rate.  No issues arose from theses 

cases. 
 
Table 4: Cases considered by Council Student Appeals Committee and the Office of the 
Independent Adjudicator 11/12 in comparison with 10/11 
Type of Case 11/

12 
Outcomes 11/12  10/

11 
Outcomes 10/11 

Appeal to Council 
Student Appeals 
Committee (CSAC) 
against SDC’s decision  

4 SDC decision upheld in 
three cases. In one case 
decision partially amended 
to reinstate one of two 
exam marks but student 
remained expelled.  

3 Three students appealed against 
expulsion.  All cases were 
dismissed. 

Complaint to the Office 
of the Independent 
Adjudicator (OIA) 

2 One complaint pending 
decision. One complaint 
“Not Justified.” 

0 No cases appealed to OIA. 

Legal claims  0  0  
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SENATE 
 
Communication Title:  Annual Report of Student Complaints 2011/12 

Purpose of Communication: The report sets out the number and nature of student 
complaints acted upon informally or in accordance with the “Complaints Procedure for 
Students” during the 2011/12 academic year and complaints made under the “Respect at 
Work and Study: Policy, Code of Practice and Procedures for Staff and Students to make a 
Complaint about Harassment.”  It also reports on the general issues raised in complaints. 
 
Consultation to Date: This report was initially considered at the 29 April 2013 of SESC and 
at the 22 May 2013 meeting of Education Committee. The views of the Deputy Academic 
Registrar were factored into the final version of this report.  
 
Action Requested: Senate is asked to receive this report for information.  
 
Deadline for action/response required: No response is required.  
 
Contact for further information:  Mr Joshua McKim, Assistant Registrar, Academic Support 
Office, joshua.mckim@durham.ac.uk, ext: 46488
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Annual report of student complaints, 2011/12 

Background 

1. In common with other HEIs the University has in place an institutional “Complaints 
Procedure for Students” (CPS) (available at 
www.dur.ac.uk/university.calendar/volumei/codes_of_practice/complaints_procedure_f
or_students/) as well as the “Respect at Work and Study: Policy, Code of Practice and 
Procedures for Staff and Students to make a Complaint about Harassment” (available 
at: 
http://www.dur.ac.uk/university.calendar/volumei/codes_of_practice/respect_at_work_
and_study/).  Student complaints can be made informally and formally, and the 
University’s procedure includes an expectation that before a formal complaint is made 
students should have taken steps to raise their concerns informally.  The formal stage 
is only invoked when the informal procedures have been exhausted, and the 
complainant remains dissatisfied with the outcome.  This report provides an overview 
of the operation of CPS and Harassment Complaints during 2011/12, including any 
issues of policy or practice that require further consideration by the University. 

2. This report was considered at the 29 April 2013 meeting of Student Experience Sub-
Committee and at the 22 May 2013 meeting of Education Committee. This final 
version of the report will also be submitted to the 2 July 2013 meeting of Council for 
information. 

Method 

3. This report is based on the consideration of student complaints reported to the 
Academic Office and acted upon in accordance with CPS and Harassment Complaint 
procedures during the 2011/12 academic year.  The time required to resolve some 
complaints may stretch over two or more academic years especially in cases where 
the University’s internal procedures are exhausted and the Office of the Independent 
Adjudicator (OIA) becomes involved.  For the purposes of reporting, such complaints 
are normally included in the report for the academic year in which the complaint was 
initially received (although in some cases where there are general issues raised by the 
outcome of such a complaint they may be discussed in subsequent reports). 

4. This report does not include complaints raised by students informally at local 
Departmental, College and Office levels.  It is known that a considerable amount of 
effort is used daily to resolve informally a significant number of disputes at these levels 
without notification to the Academic Office. 

Overview and analysis of complaints in 2011/12 

5. Overall, in 2011/12 the number of formal complaints investigated by the University 
remained steady in comparison with the previous year (6 in 2011/12, 6 in 2010/11; 5 in 
2009/10), and greatly reduced from the 25 received in 2008/09.  In 2011/12 two formal 
complaints were made by students against other students under the Harassment 
Complaint procedure.  Since 2008/09 only one other case was formally progressed 
under the Harassment Complaint procedure.  

6. In addition, in 2011/12 5 complaint proformas were received but then resolved 
informally without need for a formal complaint investigation as compared with 7 in 
2010/11. 

7. It is difficult to explain fully the reasons behind the significant reduction in 
investigations resulting from formal student complaints from 2008/09 and the past 
three academic years, but it may reflect that students were more satisfied with how 
concerns are being addressed when they are initially raised (either prior to or during 
the submission of an informal complaint). 
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8. Of the 6 formal complaints investigated under the CPS and Harassment complaints 
procedures in 2011/12, 1 was upheld, 2 partially upheld and the remaining 3 
dismissed.  Although each complaint outcome may recommend procedural or policy 
changes to be instituted by a department, no significant procedural or policy themes 
were identified across the six outcomes.  A detailed statistical breakdown is provided 
in Annex 1. 

Informal resolution of complaints 

9. The University attempts to informally resolve matters which may lead to formal 
complaints as early intervention helps ensure that students have the opportunity to 
raise matters of concern, and, if appropriate, allows remedies to be applied, while 
removing the need for a formal investigation that can delay an appropriate resolution of 
concerns and reduce the administrative and time resources spent on formal complaint 
investigations. 

10. In accordance with this principle, the Academic Office will first extensively review all 
complaint matters referred to it in order to explore opportunities to resolve informally 
any or all aspects of the complaint.  Whilst the overall numbers of formal complaints 
investigated is low, we believe this is due to exceptional efforts of staff to resolve 
complaint matters informally.  

11. It is not possible to accurately reflect statistically the resources expended in these 
efforts but during 2011/12, at least 10 substantive informal complaints (and many more 
smaller matters) were received from students or their representatives by the Assistant 
Registrar in ASO or the Deputy Academic Registrar in relation to matters which were 
informally resolved to the satisfaction of all parties without receipt of a formal 
complaint.  In cases where informal resolution was not possible or appropriate in the 
circumstances, students were referred to the formal complaint procedures.   

12. This demonstrates that addressing student complaints early and informally significantly 
reduces the number of formal complaints requiring investigation and leads to 
outcomes and actions satisfactory to all parties involved. The University is therefore 
committed to exploring and implementing alternative dispute resolution methodologies 
where appropriate. 

13. The University is exploring the establishment of an Early Dispute Resolution Service to 
assist all parties to a complaint to find their own solution.  This service will be accessed 
through the Deputy Academic Registrar or the Assistant Director of Human Resources 
(Training and Development).  Mediation or another form of early dispute resolution can 
form part of an attempt to resolve the complaint informally prior to submission of a 
formal complaint but could be used at any time during a formal process. In these 
cases, the formal process will be suspended whilst an attempt at resolving the dispute 
takes place, with the length of the suspension being agreed by all parties. 

14. It is recognised that not all cases are appropriate for informal resolution (for example 
complaints of sexual harassment) and students are advised, in such circumstances, to 
proceed directly to a formal complaint stage.  The CPS and Harassment Complaint 
procedures are explicit on this point. 

15. Nationally, the number of student cases referred to the Office of the Independent 
Adjudicator (OIA) is rising: in 2009 there were 1,007 such cases, in 2010 1,341 and in 
2011 1,605.  There is a common view in the UK higher education sector that such 
rises are related to the increased level of tuition fees, and that this trend will accelerate 
with the rise in undergraduate fees from 2012.  In this context, it should be noted that 
the number of formal complaints received and investigated by Durham remains 
relatively low, which suggests that Durham’s approach to informal resolution is having 
a positive effect in this area.  However, we will need to actively monitor this trend in the 
years following the changes to the tuition fee regime. 



Academic Support Office  3 

16. For the first time in September 2012, the OIA released data about the receipt and 
outcome of appeals on an institution-by-institution level.  Durham’s data is attached as 
Annex 2. Subsequent annual complaint reports will consider Durham’s record against 
comparator HEI’s. 

Reasonable adjustments 

17. The University has made significant improvements in recent years to its processes for 
considering and addressing the need to make reasonable adjustments for students 
with disabilities.  It is pleasing to report that no formal complaints were received in 
2011/12 which specifically related to reasonable adjustments or disability issues.  This 
area will continue to be monitored closely in future years. 

Review of Complaint Procedure for Students 

18. The current CPS has not been significantly amended or its operation reviewed since it 
was put in place five years ago.  Since that time new advice and guidance principles 
relating to complaints have been released or are under review by the Quality 
Assurance Agency (QAA), OIA, Academic Registrars Council, and the National Union 
of Students. In December 2011, the University responded to the OIA Pathway 3 
consultation and in January 2013 the University responded to a QAA consultation on 
Chapter B9 of the UK Quality Code for Higher Education with respect of Academic 
Appeals and Complaints.  

19. Over the course of the summer of 2013, the Assistant Registrar in ASO and the 
Deputy Academic Registrar will review the CPS in light of new advice and guidance 
and complaints received in the past two years. Any substantive changes to the CPS or 
Harassment complaints procedure will be submitted to SESC for comment.  

Endorsement of a Complaints Investigator Pool 

20. In advance of the review described above, it is recognised that in a few cases a short 
delay has occurred at the beginning of the investigation into a complaint. This has 
been principally due to the process of identifying an appropriate and available senior 
officer and arranging suitable training to build their familiarity with the complaint 
processes.  Delays in processing complaints had been criticised by the OIA and led to 
financial compensation to the student to recognise that the process took too long.   

21. To avoid this difficulty, it is intended that a pool of complaints investigators should be 
identified and trained from across the University.  This would benefit students and the 
University by avoiding delays in processing complaints and help ensure that 
complaints are investigated by trained and experienced senior members of staff.   

22. At is meeting of 29 April 2013, SESC endorsed the recommendation that the Deputy 
Academic Registrar and Assistant Registrar in ASO to identify and train a pool of 
complaint investigators from senior staff across the University who are prepared to 
investigate complaints promptly as required. This recommendation is not thought to 
require further formal committee approval.   

Action requested 

23. Senate is asked to receive this report. 
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Annex 1 Student complaint statistics 
1. An admissions complaint that the University’s decision to reject an admissions 

application was discriminatory was considered.  The complaint was tried in court and 
the University submitted a robust defence of its admissions policies and processes. 
The judge ruled in favour of the University and no further appeal was made.  

2. On 5 occasions students submitted formal complaints under the CPS but following 
further contact were resolved informally.  Three of these complaints were resolved 
informally through facilitation of further discussions and implementation of 
arrangements satisfactory to both parties involved.  Two of these complaints were 
instead processed under General Regulations VII – Academic Appeals as they related 
to the students dissatisfaction with academic decisions made about them. 

3. During 2011/12, 6 formal complaints were received and investigated after efforts to 
resolve them informally were not successful or inappropriate in the circumstances.  Of 
these complaints, 3 cases were dismissed, 1 case upheld and two partially upheld 
following an investigation at the first formal stage. The remedies offered in the cases 
which were upheld or partially upheld: 

a. An apology for the unsatisfactory service received and a full explanation of the 
circumstances. 

b. In relation to two harassment complaints, arrangements were put in place to 
ensure the students involved stopped making any contact with the other student 
involved. 

4. 3 cases decided at the first formal stage were appealed to the second formal stage. 
Two of the second stage appeals related to decisions in respect of harassment 
complaints.  In all 3 cases the result of the review upheld the original complaint 
decision.  

Table 1: Types of Complaints received 
2011-12 2010-11 2009-10 2008-09 

Facilities and Services 3 5 1 3 

Disability issues 0 1 1 5 

Supervision 1 1 0 1 

Other 0 0 2 5 

Academic 
Provision/Progress 

5 6 1 8 

Harassment/discrimination 2 0 0 3 

Totals 11 13 5 25 

 

Table 2: Complaints by student demographics and outcome 

 UG PGT PGR Total Home
White 

Home 
Ethnic 
minority

Home 
Ethnicity 
not 
known 

International 

Resolved 
Informally 

4  1 5 3   2 

Upheld 1   1 1    

Partially 
upheld 

1  1 2 2    
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Dismissed 3   3 3    

Total 9 0 2 11 9 0  2 

Number of formal complaints received (2 Female, 9 Male): 

5. In the past year only one OIA complaint relating to a CPS complaint from 2010/11 was 
received. The OIA ruled that case “not eligible” due to late submission.   

6. Not included in the statistics in Tables 1 and 2 are three complaints from 2009/10 and 
2010/11 which are still under review by the OIA.  

a. One relates to a disability case from 2010/11 which will be reported on in a future 
report. 

b. Two relate to two complaints made by one student in 2009/10.  The same 
student also has two academic appeals under review by the OIA in addition to a 
complaint against the Durham Students’ Union that was reviewed at the second 
stage by the University in accordance with the DSU complaints procedure.  The 
OIA have consolidated all five cases into one review as they have common 
themes.  On behalf of the University, the Deputy Academic Registrar and 
Assistant Registrar are participating in mediation with the student to explore 
whether the complaints can be resolved informally.  Future annual reports with 
discuss progress and outcomes of these OIA complaints. 
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Registered & Postal Address: Third Floor, Kings Reach, 38-50 Kings Road, Reading, RG1 3AA, United Kingdom 

www.oiahe.org.uk enquiries@oiahe.org.uk Tel: 0118 959 9813 

Independent Adjudicator & Chief Executive – Robert Behrens 

The OIA is a charity, registered in England & Wales under number 1141289, and a company limited by guarantee, registered in England & Wales 

under number 4823842. 

‘for students in higher education’ 

Professor Christopher Higgins 
Vice-Chancellor and Warden 
Durham University 
The University Office 
Old Shire Hall, Old Elvet 
DURHAM 
DH1 3HP                                                                     

21 September 2012 

Dear Professor Higgins, 

First Annual Letter 

I am writing to you in connection with the changes to publication arrangements, approved by the OIA 

Board at its December 2011 Meeting, and set out in the Guidance Note and revised Scheme Rules 

published on the OIA website in February 2012. The purpose of the changes in the Rules is to 

increase the transparency of complaints handling in universities in England and Wales in line with 

good practice in other sectors, and to increase complainant confidence in the integrity of the process. 

You should find the enclosed information, which Durham University has had the opportunity to check, 

useful when reviewing the University’s record in handling complaints.1 Explanatory notes and 

relevant definitions are set out in Annexe 2. A copy of this letter will be published on the OIA website, 

together with letters to all other Scheme members, on 25 September 2012. 

I hope this is helpful. 

Yours sincerely, 

  

Rob Behrens 

Independent Adjudicator & Chief Executive 

  

                                                            
1
 The word complaint also includes academic appeals. 

Document EC/12/103 
Annex ll
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Annexe 1  
S T A T I S T I C S  

Durham University has informed the OIA that 46 students were issued with a Completion of 

Procedures Letter in 2011. The OIA received 11 complaints from Durham University students with 

Completion of Procedures Letters dated 2011. This means that about one in every four students who 

exhausted the formal internal complaints procedures at Durham University brought their complaint to 

the OIA. By way of comparison, the average proportion of complaints brought to the OIA from 

universities in the same band was one in every seven students who had complained. Chart 1 below 

gives the comparison between the returns from Durham University and the band averages. 

                                                            
2
 The figures under headings "Complaints received at the OIA" and "Complaints received at the OIA with Completion of 

Procedures Letters dated [year]" may relate to the same complaints. This means that some complaints might be counted under 
both headings. The figures under these headings should therefore not be added together. 
3
 Some of the complaints might have been received in the previous year. 

Durham University 

 

Annual Complaints to the OIA2
 

Year OIA Band 
Number of 
students 

Year 
Complaints 

received at the OIA 
Complaints closed 

at the OIA
3 

2011 E 16845 2011 10 6 

2010 E 16275 2010 7 11 

 Annual Change Increased by 3 Decreased by 5 

  

Completion of Procedures Letters 
issued dated 

Of these 
Completion of 

Procedures 
Letters issued 

the OIA received 
the following: 

Complaints received at the OIA with Completion of 
Procedures Letters dated 

2011 46 2011 11 

2010 34 2010 6 

Annual Change Increased by 12 Annual Change Increased by 5 

Chart 1 

Document EC/12/103 
Annex ll
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The number of Completion of Procedures Letters issued by a university, and/or the number of 

complaints received at the OIA from that university are not of themselves an indication of good or 

less good practice, and contextualisation is important.   In general, the number of complaints received 

at the OIA is related to the number of enrolled students at the university, but there are exceptions to 

this trend. 

The OIA closed 6 complaints against Durham University in 2011. Chart 2 below displays the outcome 

of the closed complaints and compares Durham University figures to those of the band average. 

Chart 3 below categorises the complaints closed by subject matter. It displays what proportion of 

complaints closed about Durham University was attributable to each category. Chart 4 illustrates 

what proportion of the total number of complaints closed about all universities in 2011 was 

attributable to each category. The number of complaints in each category that the OIA received is 

contained in brackets.  

Chart 2 

Document EC/12/103 
Annex ll
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Annexe 2  

E X P L A N A T O R Y  N O T E S  

Note 1 Under Scheme Rule 4.1 the OIA has the discretion, exceptionally, to review 

complaints even where the internal complaints procedures have not been 

exhausted. For statistical purposes, we treat such complainants as having 

exhausted the relevant procedures. 

Note 2 Student numbers were obtained from Higher Education Statistics Agency (HESA) - 

www.hesa.ac.uk. 2007/2008 HESA figures were used to assign universities to the 

relevant OIA subscription band in 2010 and 2008/2009 figures in 2011. 

Note 3 The heading ‘Complaints received at the OIA in 2011’ includes all complaints where 

the OIA Complaint Form was received at the OIA during 2011. It also includes Not 

Eligible complaints. By contrast, ‘Complaints received at the OIA with Completion of 

Procedures Letters dated 2011’ includes only complaints received at the OIA with 

Completion of Procedures Letters dated 2011, whenever received. For example, a 

complaint may have been received in 2012 but with the Completion of Procedures 

Letter dated 2011. The example given also applies to 2010 statistics. 

Note 4 In this exercise, bands G, H and I are merged for the purposes of calculating band 

averages for universities in those bands. This enabled the OIA to provide more 

meaningful contextual information where numbers of institutions in bands are 

small. 

Note 5 The heading ‘OIA Band’ refers to OIA subscription bands which are as follows: 

Institution size Band 

Less than 500 students A 

501 to 1,500 students B 

1,501 to 6,000 students C 

6,001 to 12,000 students D 

12,001 20,000 students E 

20,001 30,000 students F 

30,001 50,000 students G 

50,001 100,000 students H 

More than 100,000 students I 

 

  

Document EC/12/103 
Annex ll
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D E F I N I T I O N S  

Completion of Procedures Letter – Once a student has exhausted the university's internal 

complaints or appeals procedures, the university must promptly send the student a 

Completion of Procedures Letter. In line with published Guidance, this letter should set out 

clearly what issues have been considered and the university's final decision. This letter 

directs the student to the OIA. 

Justified/Partly Justified/Not Justified – At the end of the OIA review process we will decide 

whether a student’s complaint about the university is Justified, Partly Justified or Not 

Justified. 

Not Eligible complaint – This is a complaint that we cannot review under our Rules. 

Settled complaint - Once a complaint is received by the OIA and the University has been 

notified, a complaint will be considered “settled” where the parties to the complaint reach an 

agreed outcome prior to the OIA issuing a Formal Decision. 

Suspended complaint - A case may be suspended, normally at the request of a complainant, 

in exceptional circumstances e.g. bereavement or illness. Cases may also be suspended if 

there is on-going action taking place in another forum which could affect the outcome of the 

OIA’s review e.g. secondary procedures taking place within the University. 

University – For ease of reference, we use the word ‘university’ throughout the letter to 

include all institutions subscribing to the OIA Scheme. 

Withdrawn complaint - A complaint will be considered “withdrawn” if a complainant requests 

that the OIA cease to review the complaint or in cases where the complainant fails to 

participate in the OIA’s process. 

CATEGORIES OF COMPLAINTS 

Academic Status - complaints which are related to academic appeals, assessments, 

progression and grades. 

Service Issues (contract) - complaints which are related to the course or teaching provision, 

facilities and supervision. 

Disciplinary matters - complaints which are related to disciplinary proceedings for non-

academic offences. 

Academic Misconduct - complaints which are related to academic offences including 

plagiarism, collusion and examination offences. 

Discrimination and Human Rights - complaints where the student claims there has been any 

form of discrimination, including harassment, and where he or she claims his or her Human 

Rights have been breached. 

Document EC/12/103 
Annex ll



Page 7 of 7  

Financial - complaints relating to finance and funding: e.g. fees and fee status, bursaries and 

scholarships. 

Welfare and Accommodation - complaints relating to support services, e.g. counselling, 

chaplaincy, assistance for international students, and university accommodation issues. 

21 September 2012 
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