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	Purpose of Policy
	This policy sets out the process for students to complain about any programme of study or related facility or any other service provided by or on behalf of the University. The Complaints procedure can be used to appeal all decisions made by the university, save as where those decisions come within the categories excluded within the policy.

	Observation
	[bookmark: _Hlk210041752]This document ‘Students Complaints Procedure’ is only applicable to University of Lancashire London campus. Appendix notes are applicable to all students studying on London campus.

Notwithstanding this, the core regulations and provisions originate from the Students Complaints Procedure (published by the University of Lancashire); and where there is contextual inconsistency between this version and the original version, the latter shall prevail. 


	Related regulations, policies and procedures
	Regulations of the Conduct for Students




















Introduction
At the University of Lancashire London, we are committed to providing high-quality learning experience for all our students and apprentices. Our aim is to provide a supportive environment with superlative academic, welfare and recreational services, and to be responsive whenever concerns are raised.

We welcome feedback to help develop and enhance the quality of our services and improve the student experience. There are many local routes where issues can be raised and addressed, including through your personal tutors, module tutors, course representatives, Module Evaluation Questionnaires (MEQs) and other Student Surveys. You are encouraged to familiarise yourself with these routes and to make full use of them.

We do recognise, however, that there may be occasions when you have cause for complaint about your course or other services provided by the institution. When this happens, the Student Complaints Procedure is intended to provide an accessible, fair and straightforward system which ensures an effective and timely response, whilst supporting the interests and wellbeing of all students and staff involved.

This Procedure has been designed in accordance with the Good Practice Framework for Handling Complaints and Academic Appeals published by the Office of the Independent Adjudicator for Higher Education (OIA), and other sector guidance published by the Quality Assurance Agency (QAA), the Office for Students (OfS) and Universities UK (UUK).

The Student Charter sets out expectations for all members of our community and is intended to help our students to succeed and sieze every opportunity to flourish. Before submitting a complaint, you are encouraged to consult the Student Charter to be clear about what you can expect and what your responsibilities are.

The University aims to handle complaints in a way that:
· encourages informal conciliation and facilitates early resolution
· ensures a full and fair investigation
· addresses all the points at issue and provides an effective response and an appropriate remedy
· provides a prompt resolution within established timescales
· initiates positive actions to continuously improve services and student experience.









Policy
1. A complaint is defined as an expression of dissatisfaction by one or more students about something The University has done or not done, or about the standard of service provided by or on behalf of The University, and where your student experience has been affected.
2. [bookmark: _Hlk209987690]This Policy and procedure will not be used for the following matters:
· Matters in relation to academic appeals
· Staff grievances 
· Public Interest Disclosure, Freedom of Information or Data Protection
· Complaints about the admissions process
· Complaint about research ethics
· Concerns about the process or outcome of the Student Disciplinary, or Support to Study which will normally be dealt with under the relevant appeals procedure
· Complainants who are not current or former students and who wish to raise a complaint about a service provision, should contact the Director of Studies for a response
· Reports about the behaviour of another student will be dealt with under the Student Disciplinary Procedure 
· Complaint relating to personal behaviours, including harassment, sexual misconduct or domestic abuse
3. There are many informal routes by which a student may voice a concern. In the first instance, a student is encouraged to speak to their module lecturer, the Director of Studies Team, or give comments in the module evaluation surveys (MES) or Student Experience Survey (SES). If these routes do not help, then a student may wish to initiate a more formal complaint. If the concern is of a general nature, a student may raise their concerns at the Student Staff Liaison Committee (SSLC). 
4. [bookmark: _Hlk209987957]Where a complaint is raised by a number of students, it can be dealt with as one collective complaint, in the following circumstances: 
i. The case is conducted through a lead student to facilitate the progress of the complaint
ii. The names of all students who wish to bring the complaint forward are disclosed as part of the complaints process. Confirmation should be given of the individual nominated as the lead student who will act as the facilitator for the complaint during all stages of the Procedure (please refer to Appendix 1)
Where more than one procedure applies
5. Sometimes the concerns raised within a complaint are complex, for example, there may be several interconnected issues which do not fall neatly within the scope of a single procedure. In these circumstances, the Director of Studies Team will determine the best approach for the case, taking into account the outcome that is being sought, whether a single process can be used to establish the facts and whether any issues are time critical.
6. It may be decided to deal with the issues under a single procedure, or to use two procedures at the same time or to pause one procedure until the other has been concluded. 




7. The information in this document outlines the procedure to follow if there is a complaint. This document does not override the wider legal obligations of the University of Lancashire London or to employees under contract, or the obligations of students and employees to the institution.
8. All complaints will be treated in strict confidence in accordance with GDPR requirements and the University confirms that bringing a complaint or raising an issue will not have a negative impact on a students’ academic treatment. 
9. [bookmark: _Hlk209988114][bookmark: _Hlk209988173]If a student’s complaint involves more than one faction or members of the University of Lancashire London staff, then one person will be designated to respond to the complaint with consultation from the relevant parties. If it is found that the complaint involves an appeal, the student will be pointed to the relevant appeals policy. 
10. [bookmark: _Hlk209988211]Any student using the complaint process to bring frivolous or vexatious matters to the university’s attention may be subject to disciplinary action. The Deputy Director of Studies or Director of Studies may decide to reject the complaint without full consideration of its merits. Reasons will be given as to why the complaint is considered to be an abuse of process. 
11. A complaint may be considered to be vexatious where it:
· Clearly does not have any serious purpose or value
· Is designed to cause disruption or annoyance, or gives rise to disproportionate inconvenience or expense
· Has the effect of harassing the institution or its staff
· Can otherwise fairly be characterised as obsessive or unreasonable
12. A complaint may be considered to be frivolous where:
· It is not serious or sensitive in content, attitude or behaviour
· There is no clear desire for a sensible or reasonable form of redress
13. Any student found to have provided fraudulent evidence or falsified a claim will be subject to disciplinary action. 
14. Academic and non-academic related complaints may include, but are not limited to, issues or complaints related to: 
· the design, content, or organisation of a specific class or programme;
· course or programme delivery, such as lack of professionalism, including lateness or absence; late return of work; inadequate or insufficient academic support; inappropriate behaviour; poor classroom conduct; lack of attendance at established lecture sessions etc;
· academic resources, including: academic facilities, library resources, IT learning resources; 
· academic advising and/or personal tutoring;
· official University of Lancashire’s academic polices or procedures in general and not deriving from issues related to an individual case.
· Admissions, Marketing and Recruitment
· Financial Matters and Facilities (including Computing and IT)
· Student Affairs



[bookmark: _Hlk209988318]Who can complain?
15. [bookmark: _Hlk209988368]Any student registered on any of the university’s programme of study may submit a complaint under this procedure. This includes any student who has been granted an authorised interruption to study or have been temporarily suspended or excluded from the university. Former students may complain within a reasonable time period, normally 3 (three) calendar months from leaving the university. 

16. Where complaints are raised collectively, each member of the group must provide their student ID number, confirmation that they have been personally affected by the issue, and authorisation for institution to correspond with a single named spokesperson. 

17. Students who wish to raise concerns against University of Lancashire London, should aim to resolve these directly with the said institution, with subsequent complaint raised with the validating partner’s main campus.

Complaint Resolution Process 
18. The University of Lancashire London offers a Three-Stage Resolution Process to resolve complaints made against a given institutional function. 

[bookmark: _Hlk209988596]Stage I: Early Resolution
19. It is anticipated that the majority of complaints will be resolved satisfactorily on an informal basis and close to their point of origin. Every effort should be made to resolve a complaint at the informal, local stage before a formal complaint is submitted. 
20. Initial contact should normally be made with the member of staff who is responsible for dealing on a day-to-day basis with the matter being complained about. This can be face-to-face, by phone, by email or in writing. If the complaint refers to an academic matter, the first point of contact should normally be the module tutor/leader or course leader. If the complaint refers to one of the services, it should be discussed with the staff. A complaint may also be raised informally with the Deputy Director of Studies who will refer the matter to the relevant member of staff. 
21. Complaints at this stage should be drawn to the attention of the relevant member of staff immediately where possible, and normally not later than 10 (ten) working days after the incident giving rise to the complaint, to increase the chances of early resolution. 
22. If the student is uncomfortable raising the complaint with the relevant staff, they should arrange to meet with the Deputy Director of Studies or the Director of Studies. The student is therefore encouraged to contact the Director of Studies Team who will advise on the University’s complaints procedures. 
23. A written outcome will be sent to you within 10 (ten) working days of receipt of the complaint by the Director of Studies Team, and if not satisfied with the response, the student will be directed to the formal stage of the Procedure (Stage 2). 






Stage II: Formal Stage 
24. Stage 2 of this Procedure may be initiated where:
· Student is not satisfied with the response after attempting early resolution (Stage 1)
· The issues are complex and require detailed investigation e.g. where they relate to the conduct of a staff member or cover a number of incidents 
· Student has good reason for declining to engage with Stage 1 Early Resolution stage or where the Director of Studies Team considered that early resolution is not suitable given the seriousness or circumstances of the case
25. If the student is not satisfied with the outcome of a review or proposed solution, they may make a formal complaint to the Director of Studies (attached as an Appendix to this note). The student should provide this within 15 (fifteen) working days of receiving the Stage 1 informal written outcome. 
26. The complainant must provide a detailed description of the issues and, the steps taken to attempt early resolution and the reasons why you remain dissatisfied, (or the reasons why informal steps have not been taken) and the reasonable steps that you would wish to see taken to resolve the matter. A chronology of events should be appended together with supporting evidence. Decisions will be based on the evidence supplied, therefore, it is important that student submit evidence to support the complaint. This includes copies of letters, emails, screenshots, extracts from course materials or witness statements. 
27. The Director of Studies will investigate the complaint and provide a report to the Academic Director (Quality and Student Experience). Where the Director of Studies had been directly involved with the initial complaint, the Academic Director (Quality and Student Experience) will appoint an investigating officer who is unrelated to the case. 
28. The Director of Studies/Investigating Officer will determine the scope and conduct of the investigation. This will normally involve a meeting with the student and any other people involved. Meetings will normally be carried out separately. Any evidence supplied by the complainant or others involved will normally be provided to other party, unless the Director of Studies /Investigating Officer considered there is an exceptional case to maintain confidentiality. 
29. Student may be accompanied by a friend for support at the investigation meeting. A written record of the meeting will be taken by the Director of Studies Officer and notes will be sent to the student within 5 (five) working days for the student to make comments, which will be incorporated or held alongside the notes. 
30. The Director of Studies/Investigating Officer will issue a formal written response setting out the outcome of the complaint within 35 (thirty five) working days from the receipt of the complaint. There may be circumstances where it is necessary to extend the timescale, for which the student will be informed. 
31. Where student is not satisfied with the Stage 2 outcome, a request for a review can be made under Stage 3 Review Stage. 







Stage III: Review Stage 
32. Stage 3 of this procedure may be initiated to request a review of the Stage 2 complaint. Where appropriate, a request for review may be made to the main campus of the validating partner institution for the consideration by the Complaint Review Panel (CRP) where it relates to the quality of learning opportunities. 
33. Stage 3 may only be invoked where Stage 2 has been completed. No new complaints can be introduced at this point. The purpose of Stage 3 is to review the actions and decisions taken at the previous Stage. The student shall submit the Stage 3 Complaint form within 15 (fifteen) working days of the date of the Stage 2 response. 
34. The grounds for further review are: 
· new evidence exists that could not have been reasonably presented in the previous stage; and/or,
· a procedural irregularity occurred in the conduct of the complaints process; and/or,
· a decision was manifestly unreasonable or influenced by prejudice or bias, or perception thereof, on the part of the decision-maker(s). 
35. The complainant must provide the nature of the complaint, and the steps already taken to resolve it and a statement as to why the student remain dissatisfied and the reasonable steps that you would wish to see taken to resolve the matter.
36. The Academic Director (Quality and Student Experience) or the Director of Campus will communicate in writing, normally within 5 (five) working days of the date of the Stage 3 panel hearing. There may be circumstances where it is necessary to extend the timescale, for which the student will be informed.
37. When the institutional internal Student Complaints Procedure has been completed, the student will be provided with a Completion of Procedures letter. This will state that, if the student is not satisfied with the institution’s final decision and outcome, the student is entitled to request a review by the Office of the Independent Adjudicator for Higher Education (OIA). 
38. Students must first have exhausted all appropriate internal procedures at the University of Lancashire London and University of Lancashire before approaching the OIA. 

Advice and Support 
39. A student may ask for informal advice and support at any time, on a range of issues, academic and non-academic. If you would like more information, contact Director of Studies.












Appendix 1
Consent form for a Group student complaint
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Confidential 
Consent form for a Group student complaint

Student Details (add rows if needed)

	Student name

	Student ID   number
	Signature
	Date

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	




We confirm that we are parties to a group a complaint submitted in line with the University’s Student Complaints Procedure and have been materially affected by the alleged incident. 

We wish to nominate Click or tap here to enter text. as the single representative/spokesperson to deal with our complaint in line with the University’s Student Complaints Procedure.

We wish for this permission to remain on file until the complaint has been resolved.

We understand that information shared with the representative might include sensitive information as defined by the General Data Protection Regulation 2019 (e.g., information about physical or mental health, any offences committed, or any sentence of a court following the commitment of an offence, racial or ethnic origin, political opinions, religious beliefs, sexual life or trade union membership).

 
Yours sincerely,

G Number and Name







[bookmark: _Hlk209988725]Appendix 2 Stage 2 Formal Stage
Before completing this form, you are strongly advised to consult with your tutor or other relevant member of staff in an attempt to informally resolve the issue/matter. 
· Before completing this form, you should familiarise yourself with the University’s Complaints Policy.
· Your responses should be word processed and be clear and concise. 
· All correspondence will be sent to the email address you provide on this form.
· An acknowledgement email will be sent to you after you have submitted your form within two working days. Unless there are any problems with your appeal, the next email you receive will be informing you of the outcome of your academic-related complaint. This usually takes 2 weeks from the date that your form and all supporting evidence is received.
· You should only submit data relating to living third parties if it is strictly necessary for the consideration of your case. Please DO NOT include other people’s data if it’s not relevant to your case. 
· Please ensure that this form and all relevant sections of it have been completed before you submit it to the University of Central Lancashire London’s Academic Director (Quality and Student Experience).
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Confidential 

Stage 2 Complaint Form

A Stage 2 complaint form should be completed:

1.  If having pursued the matter informally, it has not been resolved; or
2.  If there are circumstances where it is appropriate to progress directly to stage     2 (see the Student Complaints Procedure).

Please submit the following documents with this form to DOS@london.uclan.ac.uk:

-       Copies of relevant letters, e-mails, notes and other supporting documentation
-       A list of the key events in date order

Details of the Complaints procedure can be found here:

 https://vle4.myonlineuni.org/course/view.php?id=185285 

 The following sections are mandatory:

1. First Name:
2. Surname/Family Name:
3. Student Number:
4. UCLan Email Address:
5. Course Title and Year of Study:
6. Please provide summary of the key points of your complaint:












7. Summary of the steps already taken to address your complaint or the reasons why informal steps have not been taken











8. Reasonable Steps you would wish to see taken to resolve your complaint










Date and Signature:






























Appendix 3 Stage 3 Review Stage
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Confidential 

Stage 3 Complaint Form

If you are dissatisfied with the outcome at Stage 2, complete this form to request a review of the decision of the [xxx] under Stage 3 of the Complaints Procedure. A request for review must be submitted within 15 (fifteen) working days of the Stage 2 response. 

The request for a review must state the grounds on which the review is sought and should be accompanied by appropriate documentary evidence. The request must be based on one or more of the grounds set out below. 

Please submit the following form to DOS@london.uclan.ac.uk 

Details of the Complaints procedure can be found here:

https://vle4.myonlineuni.org/course/view.php?id=185285  

 The following sections are mandatory:

1. First Name:
2. Surname/Family Name:
3. University of Lancashire Student Number:
4. University of Lancashire Email Address:
5. Course Title and Year of Study:

6. A Stage 3 complaint must be based on one (or more) of the following grounds: 

A.  that new evidence or circumstances have become known which the student could not have reasonably made known at the time of the stage 2 complaint

B.  that stage 2 of this Procedure was not conducted fairly and/or in accordance with due process and this materially affected the outcome

C.  that the decision and outcome of the stage 2 complaint were unreasonable in the light of the evidence provided

7. Please provide a brief summary of the nature of your complaint










Please note that the purpose of stage 3 is to REVIEW the decision made at stage 2 – no NEW complaints can be introduced at stage 3.

8. Steps already taken to resolve your complaint










9. Please state the reasonable steps you would like to see taken to resolve your complaint











Date and Signature:






















Notes for Guidance on the Conduct of a Stage 3 Complaint Hearing

1. Purpose

In serious or complex cases the University may decide to convene a Complaint Review Panel to hear the complaint at Stage 3 of the Student Complaints Procedure.
This will involve hearing the case by the Student and the response by the Director of Campus or Academic Director for Quality and Student Experience (or nominee).
2. The Complaint Review Panel
A Complaint Review Panel (the Panel) will be convened comprising at least three members as follows:
· the Director of Campus as Chair
· Academic Director (Quality and Student Experience) or Academic Director (Education) if the former had been involved with the early complaint process
· a student representative.

The Panel may co-opt additional members or seek specialist advice as required, including from external representatives. Members of the Panel will have had no previous involvement in the complaint.

3. Notice of a Stage 3 Complaint Hearing

The Student will be given 5 working days’ notice of the hearing date and will be notified of the right to be accompanied by a friend who may be from the Students’ Union Advice and Representation Centre.

The Director of Studies Officer will: a. compile a bundle of documents generated by the previous stages of the Procedure; and b. invite the student and the Director of Studies to submit any additional documents on which they wish to rely. Copies of all documentation will be circulated to the Panel and both parties not less than 3 working days before the hearing.

Where the complaint is about a member of staff, the response of the member of staff may be incorporated in the response of the Director of Studies.












4. Conduct of a Stage 3 Complaint Hearing

The following procedure will normally apply at a Stage 3 hearing:

(i) The Chair will invite all those present to introduce themselves and will explain the purpose of the hearing.

(ii) The Student (or representative) will present the complaint.

(iii) The Director of Studies (or nominee) will have the opportunity to ask questions.
(iv) The Director of Studies (or nominee) will present the response.

(v) The Panel and the Student (or representative) will have the opportunity to ask questions.

(vi) The Panel may ask questions of either party at any stage during the hearing.

(vii) Summing up by the Student (or representative).

(viii) Summing up by the Director of Studies (or nominee).

(ix) The Panel may, at its discretion, depart from the normal procedure, if it appears to be in the interest of fairness to do so.

(x) The Panel may: retire to consider its decision; or seek further information; and/or adjourn to a later date.

Representatives of the Director of Studies Office will be in attendance to advise on the process and take the formal minutes.

5. Documentation and Witnesses
The Panel may request additional documentation from either party either before or at the hearing.

Otherwise additional documentary evidence, other than that which was submitted by the student and that included in the bundle under paragraph 3 above, will be admitted only at the discretion of the Panel.

The student and the Director of Studies (or nominee) are entitled to submit any statements by witnesses in writing. Witnesses may be invited to give evidence in person at the discretion of the Panel.











6. Conclusion

The Panel may decide:

(i) that the complaint is justified in full or in part and that the School/Service should implement recommendations; or

(ii) that the complaint should be rejected.

The Panel may also recommend any changes to University policies and procedures.

Any conclusions or recommendations will be communicated by the to the Student and the Director of Studies (or nominee) in writing, normally within 5 working days of the hearing.
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Policy on Unacceptable Complainant Behaviour
1. This Policy sets out the University’s approach to the relatively few complainants whose actions or behaviour it considers to be unacceptable. The term complainant includes any person acting on behalf of a student or who contacts the University in connection with a complaint.

2. The University understands that making a complaint can be a stressful experience for students, however, we also have a duty to ensure the safety and welfare of our staff.

3. The University is committed to dealing with all complainants fairly and impartially and to providing a high quality service, but we do not expect staff to tolerate behaviour which we consider to be unacceptable, for example, any communication which is:

· abusive, offensive, defamatory or distressing;
· aggressive, threatening, coercive or intimidating;
· unreasonably persistent or demanding.

4. The University will take action to protect staff from such behaviour, and this may include action under the University’s Regulations for the Conduct of Students.

5. Complainants can contact the University by letter, e-mail or telephone. We cannot correspond with anyone who is not confirmed in writing as the representative of the complainant.

6. When the University considers that the behaviour of a complainant is unacceptable, we will tell them why we find their behaviour unacceptable and we will ask them to change it. If the unacceptable behaviour continues, we will take action to restrict their contact in connection with the complaint.

7. The decision to restrict access will be taken by the Academic Registrar (or nominee). Any restrictions imposed will be appropriate and proportionate. The University will take account of any reasonable adjustments as a consequence of any declared disability. The options which will be considered are:
· asking the complainant to enter into an agreement about their conduct
· requesting contact in a particular form e.g. letters only
· requiring contact to take place with a named person
· restricting telephone calls to specified days and times
· asking the complainant to appoint a representative to correspond with us
· in exceptional circumstances, invoking the procedures for malicious, vexatious or frivolous complaints as set out in the Student Complaints Procedure.


8. We will write to tell the complainant why we believe their behaviour is unacceptable, what action we are taking and the duration of that action.

9. Where a complainant behaves unacceptably during a telephone conversation, we may as a last resort terminate the call.

10. Where a complainant continues to behave in a way which we consider to be unacceptable, we may decide to terminate contact with them. This may mean that we will not continue with the handling of their complaint. Conduct of Students (including suspension from the campus), reporting the matter to the police, and/or taking other legal action.

This Policy and its implementation will be reviewed annually by the Students and Teaching Committee.
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