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  Registrar - Student Complaints and Appeals) 
 

 
Review of Student Complaints Procedure 
 
The University Complaints Procedure for Students, and associated guidance provided to students, 
have been revised in light of new external guidance and best practice from the QAA and OIA 
respectively. The attached report provides a high-level summary of the key changes proposed. 

The Student Complaint Procedure Review Group met in September 2014 and February 2015 to 
recommend changes to the existing procedure. The review group included representatives from 
the Faculty Offices, Colleges Office, Disability Support Office, Human Resources, Legal Support 
Office, Academic Support Office, Students' Union and the Deputy Academic Registrar. The report 
has been considered by Student Experience Sub-Committee and Education Committee. Education 
Committee has recommended that Senate consider approving the proposed University Complaints 
Procedure for Students. 

 
Proposed Resolution/Action 
Senate is asked to endorse the proposed revisions to the University Complaints Procedure for 
Students and associated guidance provided to students. 

 
Document Status  
Open. 
 
Previous Committee Consideration 
Endorsed by UEC 14/4/15. 
 

 
1. Report Attached: Appendix 1 

 
2. Relevant Risks 

The revisions help to ensure institutional compliance with QAA requirements (risk B2). 
 
3. Proposed Resolution/Action/Next Steps 

Senate is asked to endorse the proposed revisions to the University Complaints Procedure for 
Students and associated guidance provided to students. 
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Revisions to Complaints Procedure for Students and introduction of 
new supporting guidance to students 
 
Introduction 

1. The University’s Complaints Procedure for Students (CPS) has been in place since the 
2007/08 academic year.  The University aims to provide a high standard and quality of service 
in respect of its programmes of study, services and facilities but recognises that occasionally 
things do go wrong and for that reason it is necessary to have a fair and transparent complaint 
policy and procedure in place for student use.   

2. Whilst the ASO reports annually on the number and types of complaints received, and minor 
changes have been introduced over time, no systematic review of the procedure has been 
conducted since its introduction in 2007/08.  Since that time there have been many 
developments in the external HEI regulatory environment and UK and EU law, which have 
changed the landscape for how public institutions handle student complaints.  Significantly, 
changes to Chapter B9 (Academic appeals and student complaints) of the QAA Quality Code 
were introduced in April 2013 and “The good practice framework for handling complaints and 
academic appeals” was released by the OIA in December 2014 requiring HEI’s to reflect on the 
effectiveness of current policies and procedures in place.  In addition, over the past few years 
the University has seen an increase in the number and complexity of informal and formal 
complaints raised by students and has gained further experience in best practice handling of 
complaints.   

3. We consider that revisions are necessary to improve the efficiency and effectiveness of the 
complaints procedure in order to reflect new external guidance and best practice, internal 
experiences and overall to enhance the student experience.  

Consultation to date 

4. An initial meeting was held with the Student Complaints Procedure Review group in September 
2014.  At the time the OIA “Good practice framework” was a draft consultation document.  The 
group discussed draft revisions to the Complaints Procedure for Students and requested drafts 
for a new complaint form, advice and guidance for students and staff.  The establishment of a 
pool of senior staff to be identified and trained as investigators of complaints was also 
suggested.  Following release of the final “Good practice framework” in December 2014 further 
revisions to the procedure were made and a second meeting scheduled for early February 
2015 for final review of the revised procedure and advice and guidance documents.  Additional 
changes were recommended and the final revised versions are presented as Annexes 1, 3-5. 

Revisions to Complaint procedure for students 

5. The revised Complaints Procedure for Students is available electronically as Annex 1.  The 
significant changes are highlighted below. 

 

 All deadlines are now expressed in days. The OIA expects that students should be able to 
complete the formal stages (Stage 2 and 3) of the procedure within 90 days. The revised 
procedure specifies a maximum overall timescale of 86 days. Provisions are made for 
accelerating or staying procedures in certain cases which may affect timescales.   

 There is an additional emphasis on the University principle that informal action must first be 
explored before a formal complaint is made.  Further guidance is provided on techniques and 
support available for students to raise and seek to resolve complaints informally. 
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 Clarification that third party involvement on behalf of a student will only be accepted in 
exceptional cases.  Student may seek legal advice but the University does not permit legal 
representation at any meetings to investigate complaints. (p.7-8) 

 Additional and repeated references to support available to students and staff who are 
involved in a complaint process, referring student to the relevant URL for more information. 

 Clarification that complaint decisions will be based on the balance of probabilities and that 
any investigation will focus on the main issues raised by the student. (p.15-16) 

 Clarification of who the procedure applies to and the scope of the procedure and what types 
of cases it covers and does not cover.  Additional information about the process which will be 
followed where the student’s complaint may fall under more than one procedure. 

 Revisions to complaints which may be about the adequacy of supervision for 
undergraduates, postgraduate taught and postgraduate research students. (p.28) 

 Staff and student procedure for informal complaints and recording outcomes (p.29-31) 

 Enhanced descriptions information necessary to provide to make a formal complaint (p.32-
34) 

 Composition of staff pool of investigators (p.36) 

 Procedure for an oral hearing on recommendation by investigator (p.41) 

 Clarification of the decision making process at the end of complaint Stage 2 (p.42-44) 

 Clarification of the decision making process and at the end of complaint Stage 3 and 
reference to the OIA (p.49-51) 

Revised Complaint Form  

6. A revised complaint form has been developed to accompany the revised complaint procedure.  
The revised complaint form prompts the student to provide clear and concise information about 
their complaint as specified in the procedure.  In the past we have received lengthy and 
unparticularised complaints.  These require extensive efforts to investigate as it is unclear what 
the complaint is about and what type of investigation or response is recommended.  This adds 
delay to the process which does not benefit the student or the University.  The new complaint 
procedure and form provide the student with clear information about what is required of them in 
raising matters of formal complaint and provides the University with a means to enter into 
dialogue with students where complaint forms are received that are unclear or do not provide 
necessary information.  

New Student Advice and Guidance document for completing the complaint form 

7. This is a new advice and guidance document on completing the complaint form which serves to 
sit between the procedure and the complaint form.  It will assist students to understand what 
information is required and why and what their rights and responsibilities are.  This document is 
in an advanced draft form and will be amended prior to publication.  Any comments on the 
content or format of this document are welcome.  An additional staff advice and guidance 
document is under development to assist staff to understand their rights and responsibilities 
when subject to or responding to a complaint.  

Membership of Pool of Investigators 

8. Under the current procedure the identification of investigators for new formal complaints is an 
ad hoc process which relies on finding experienced staff who are able to assist.  Delays have 
occurred in the past where experienced staff were not were always available due to other 



Appendix 1 
 

4 of 4 

commitments.  The revised procedure will involve the nomination of a large pool of 
investigators who will be trained and ready to start promptly on new complaints.  The 
nominated individuals will be senior staff and represent all areas of the University (academic 
departments, colleges and Professional Support Services, identified by appropriate UEC 
members).  All pool members will be able to review any complaint, balancing the needs of 
expertise against equalising workload across the pool.  Administrative and scheduling support 
will be provided by ASO.  

 


