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Section A: Policy on student complaints 

1.0 Introduction and purpose 
 
The College operates a Students’ Complaints Procedure to ensure that you are able to 
complain about matters of concern at the appropriate level. The Policy and Procedure 
set out here is intended to provide a clear and impartial process for handling student 
concerns and complaints within a reasonable timescale having due regard to the spirit 
of natural justice. If you feel that your complaint has not been fully dealt with, then 
there is the right of appeal and details of the appeal process are set out in the 
procedure. In preparing this document, the College has been informed by the QAA UK 
Quality Code for Higher Education, Chapter B9 Complaints and Appeals on Academic 
Matters and the Good Practice Framework for handling complaints and academic 
appeals published by the Office of the Independent Adjudicator.  
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The College recognises that it has a duty to act fairly, which should both inform and 
underpin all its processes when dealing with students. In order to make our operations 
both transparent and clear, the College will ensure that in any of our systems, panels, 
and communications, we will endeavour to use the following set of tenets, though not 
exclusively, as a guiding set of operational principles. 
 
 We will: 
 

 Inform students of the basis of the issue and give them an opportunity to 
respond before any decisions are made; 

 Avoid bias when dealing with students’ issues; 

 Be transparent in all our dealings whilst maintaining confidentiality; 

 Not delay in communicating with students; 

 Where appropriate, we will seek to resolve issues relating to student discipline 
informally through our student support system; 

 Not delay in carrying out any necessary investigations to establish the facts of 
the case; 

 Provide all the information and documents to which any hearing or panel has 
access to students, in alternative format as appropriate 

 Ensure that all the appropriate college regulations and policy documents are 
easily accessible and available to students 

 Allow students to be accompanied by a member of the Rose Bruford College 
community at any stage including formal hearings 

 Allow representations by students either written or verbal 

 Take account of all circumstances  

 Confirm the decision in writing 

 Monitor and review the effectiveness of our student complaints and appeals 
procedures and ensure appropriate action is taken 

 
Complaints will be dealt with positively and constructively and the College seeks to 
resolve concerns and complaints in a spirit of cooperation and collaboration. If a 
complaint is upheld, the College will seek to provide a reasonable and appropriate 
response, will correct any mistakes or misunderstandings and will take any other 
action as appropriate. If a complaint is not upheld then reasons for the decision will 
be given. 
 
All complaints will be dealt with in confidence with the proviso that an individual 
against whom a complaint is made has the right to be supplied with a copy of the 
complaint, in alternative format as appropriate.  
 
Where a complaint is shown to be frivolous, vexatious or motivated by malice, 
disciplinary action may be taken against the complainant. 
 
The effectiveness of any complaints procedure depends on the College being able to 
collect appropriate information from the parties involved in order to investigate the 
matter properly. For this reason anonymous complaints will not be dealt with under 
this Procedure. It is at the discretion of the appropriate member of staff as to how an 
anonymous complaint is handled. 
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2.0 Scope and applicability 
 
As part of its commitment to ensure the standard and quality of its courses, services, 
and facilities, the College has established this Procedure to deal with complaints from 
students (which in this respect includes recent graduates). Every reasonable effort will 
be made to deal promptly and efficiently with all complaints, to investigate them 
thoroughly and objectively and to seek to resolve them satisfactorily. 
 
The QAA UK Quality Code for Higher Education defines a complaint as “the expression 
of a specific concern about matters that affect the quality of a student’s learning 
opportunities,” (Chapter B9 page 2) which merits a response. 
 
The following Procedure, which can be used for both individual and collective 
complaints, is designed for complaints relating to: 
 

 programmes, services or facilities provided by the College; 
 

 actions or lack of actions by the College or its staff1 
 
It does not apply to: 
  

 academic appeals (see Student Academic Appeals: Policy and Procedures) 
 

 appeals and complaints relating to academic misconduct (see Academic 
Misconduct: Policy and Procedures)   
 

 complaints relating to admissions (see Applicant Appeals and Complaints) 
 

 student disciplinary action, (see Student Disciplinary Action: Policy and 
Procedures) 
 

 general complaints about the programmes (which should be dealt  with by 
student representatives through Programme Committees) 

 

 complaints about the Students’ Union (which has its own procedures for 
complaints) 

 
This Procedure is available for students registered on programmes within the College 
and recent graduates2. If you wish to raise a concern or make a complaint you must 
do so on your own behalf. Complaints submitted by a third party will not be accepted 
unless accompanied by written authorisation from you. 
 

                                                      
1 If at any time the complaint results in a staff disciplinary matter, then the staff disciplinary procedure 

will take precedence. The outcome of the staff disciplinary may determine the outcome of the student 

complaint.  
2 For the purposes of this policy recent graduates are defined as those graduating within the last 
academic cycle. In such cases, formal procedures must be initiated within ninety days of the student 
having graduated from the College 
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This Procedure comprises both informal and formal stages. It is hoped that most 
complaints can be resolved informally by you pursuing matters directly with the staff 
concerned. Only where the informal procedures have been pursued and the 
complainant remains dissatisfied should the formal stage be followed. The exception 
to this is in the case of disabled students or students with other protected 
characteristics as defined by the 2012 Equality Act, where the student has the right to 
pursue a case and the case needs to be taken forward within 6 months of the 
discrimination. 
 
If you feel that you have been discriminated against please see Section 7.0 
 

3.0 Resolving complaints 
 

3.1 Informal complaints or concerns 
 
Most complaints can be resolved informally and where practical a complaint should 
be dealt with as closely as possible to the point at which it arises. The complaint should 
therefore be made initially to an appropriate member of staff who seems best placed 
to deal with the matter (e.g. the Module Year Co-ordinator, Programme Director, 
Academic Programme Manager, Subject Leader, Personal Tutor, or Programme 
Administration etc.). 

3.2 General/collective complaints or concerns 
 
Where the subject of the complaint is of a general nature (for example about a module 
or general programme concern) which involves a group of students it might be more 
appropriate for you to raise the matter with a student representative on the relevant 
Programme or other College Committee. Complaints may then be made by the group 
of students if the relevant representation system has not achieved a satisfactory 
outcome, or if this is not thought to be an appropriate route. 

3.3 Formal complaints or concerns 
 
Where a complaint or concern cannot be resolved informally, or the complaint is of 
such a serious nature that informal resolution would be inappropriate, the formal 
procedures should be invoked.  
 
The time limits set out in this Procedure will normally be followed. However, where, 
for good reason, this is not possible the complainant will be kept informed of progress. 
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Section B: Student Complaints Procedures 

4.0 Informal complaints – local resolution 
 
Informal complaints should be made orally or in writing as soon as possible, and in any 
case within 20 working days, after the events or actions (or lack of actions) which 
prompted the complaint. As indicated above the matter should first be brought to the 
attention of the member of staff who seems best placed to deal with the matter.  
 
If the member of staff feels unable to deal with the complaint, they may elect to refer 
the matter to a more senior member of staff and you will be informed who is 
investigating the complaint within 3 working days. 
 
The member of staff investigating the complaint shall look into the matter and give a 
response either orally or in writing to the complainant normally within 15 working 
days following receipt of the complaint. 
 

5.0 Formal complaints procedure 
 
If, having pursued the matter informally, you are dissatisfied with the response you 
may initiate a formal complaint by completing a Student Complaints Form and 
submitting this to the Vice Principal’s Office You will need to complete and submit a 
complaints form no later than 90 days after the incident about which you are 
complaining has happened.   
 
The information to be given on the Complaints Form is as follows: 
 

I. details of the complaint; 
 

II. a statement of the steps already taken to try to resolve the complaint 
informally and why the response has not been considered to be satisfactory; 

 
III. the form of resolution or redress sought.  

 
Receipt of the complaint will be acknowledged in writing within 5 working days by the 
Vice Principal (or nominee)3 who, subject to being satisfied that you have taken 
reasonable steps to follow the informal procedure set out above, will specify a person 
or persons within the College independent of the source of the complaint to carry out 
an investigation. 
 
If the complaint is about the Principal, then the matter will be referred by the Vice 
Principal to a member of staff designated by the Governors as a senior postholder to 
carry out the investigation.  

                                                      
3 For the purposes of this procedure, references to the Vice Principal also refer to delegated 
nominees.   
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The investigator(s) may seek to resolve the issue on the basis of the documentation, 
after having sought further information from the members of staff involved in the 
original complaint or may, at the investigators’ discretion, call a hearing at which the 
you and any other persons involved may submit their respective cases. Both you and 
any person who is the subject of the complaint may each be accompanied at any such 
hearing by another member of the College community. 
 
After taking the steps set out above, the investigator(s) shall decide whether there is 
reasonable justification for the complaint or not and shall submit a report in writing 
to the Vice Principal, containing such recommendations as deemed appropriate. The 
Vice Principal shall decide on the action to be taken and you and all other relevant 
parties will be informed of this decision in writing within 20 working days of the date 
of acknowledging receipt of the formal complaint. In the case of a complaint against 
the Principal, the Chair of Governors shall be provided with a copy of the decision.  
 
At any stage in the proceedings of a formal case, and in order to try to resolve the 
issue, both parties should consider the role of mediation. If however, mediation 
proves unsuccessful, the proceedings would revert back to the stage at which 
mediation was attempted. 
 

6.0 Appeals/Review 
 
The stages of the Procedures set out above have been established to ensure a full and 
fair investigation of your complaint and that it is dealt with thoroughly and objectively. 
If, however, you believe that your complaint has not been handled properly or fairly 
in accordance with this Procedure you may submit a letter of appeal to the Appeals 
Committee. 
 
Notice of appeal should be sent to the Registrar and Secretary in writing within seven 
working days of the dispatch of the decision by the Vice Principal, together with all 
previous correspondence and relevant papers. Dissatisfaction with the outcome of the 
complaint shall not in itself constitute an acceptable reason for review. 
 
An appeal shall be considered by the Appeals Committee, a sub-committee of the 
Board of Governors. Its composition shall be: 
 

 2 independent members of the Board of Governors, one of whom shall act as 
Chair 

 1 member of staff not involved in the original hearing  

 A representative of the Students’ Union 
 
In the case of complaints against the Principal which are submitted for appeal, the 
composition shall be: 
 

o 3 independent members of the Board of Governors, (but not the Chair 
of Governors) one of whom shall act as Chair  
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 A representative of the Students’ Union 
 

The Appeals Committee will meet within 20 working days of receiving the notice of 
appeal. The meeting will consider both the substance of the complaint and also the 
way in which the complaint had been handled in the earlier stages of the procedure.  
 
The student will be entitled to attend the meeting and to be accompanied by a fellow 
student, a Students’ Union officer or a member of staff4. The School or service 
department that is the subject of the complaint may be represented by up to two 
members of staff. If the complaint relates to the actions of an individual member of 
staff rather than a School or service department, that individual has the right to be 
informed of the substance of the complaint and to attend and be accompanied by a 
fellow member of staff. 
 
 
The outcomes of the Appeals Committee may include: 
 
If the appeal is upheld: 
 

i. recommendations to the Principal5 or relevant Head of School 
ii. recommendations to relevant College committees in respect of pertinent 

quality assurance issues or other procedures or policies; 
iii. appropriate redress to the student; 

 
If the appeal is dismissed, you will be informed in writing with reasons for its dismissal. 
 
The conclusions and recommendations of the Appeals Committee, with reasons, will 
be notified in writing to the student and other involved parties within five working 
days of the meeting. If there is a delay in reaching a conclusion because of, for 
example, the need for clarification of matters with either party or for further 
information, all parties will be kept informed of progress and explanations will be 
given. Either party will be given ten working days to provide further information or 
clarification.  
 
At the conclusion of the appeal, you will be issued with a Completion of Procedures 
letter. 
 

 7.0 Disabled students or students with other protected 
characteristics.  
  
Students who feel that they may have been discriminated  against because of their 
disability or any other protected characteristic as defined by the Equality Act 2010 can 
make a complaint through the College complaints procedure, but you also have the 
right to pursue a complaint under the terms of that Act to a county or sheriff court.   If 

                                                      
4 Not applicable in the case of complaints against the Principal 
5 Chair of Governors, for complaints against the Principal 
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you feel you have a case you may bring proceedings against the responsible body, that 
is, the governing body of the College, the claim must normally be started within 6 
months of the alleged discrimination.  Where there has been a process of 
discrimination taking place over a period of time, the six months begins at the date of 
the last discriminatory act.  Courts have the discretion to consider a claim brought 
outside the six-month period if they consider that it is fair to do so.  
  
If you wish you can take a case under this Act at the same time as making a complaint 
through the College complaints procedure.  Most of the cases under this act are dealt 
with in the first instance by the Equality and Human Rights Commission (EHRC) which 
has set up an independent conciliation service for disputes arising under the act, and 
tries to promote settlement of disputes without recourse to the courts.  Agreeing to 
the conciliation process does not prevent a complainant from pursuing a case through 
the courts and the time limit for bringing an action in court is extended by two months 
if the conciliation process has been used within six months of a discriminatory act.  For 
further information about the EHRC and the conciliation service, contact the EHRC 
helpline by ringing 08457 622 633. Textphone users should dial 08457 622 644.  
Further information can be obtained from the EHRC website:  
www.equalityhumanrights.com 
 

8.0 Further Action 
 
Normally the decision of the Appeals Committee is final and you will be issued with a 
Completion of Procedures letter.  
 
If you are studying on an award of The University of Manchester and you still believe 
that your complaint has not been dealt with properly by the College or that the 
outcome is unreasonable you may make a further appeal to The University of 
Manchester. If you are dissatisfied with the decision of The University of Manchester, 
you may be able to complain to the Office of the Independent Adjudicator for Higher 
Education (OIA) provided the complaint is eligible under its rules and once all internal 
procedures have been concluded. 
 
If you are studying on a Rose Bruford College award, and you believe that your 
complaint has not been dealt with properly by the College you may be able to complain 
to the Office of the Independent Adjudicator for Higher Education (OIA) provided the 
complaint is eligible under its rules and once all internal procedures have been 
concluded. 
 
Information about the role of the OIA and the procedure for submitting complaints 
can be obtained from the OIA website: www.oiahe.org.uk  
 

9.0 Reporting 
 
Each year, the Registrar shall prepare a report to Governors on the number and nature 

http://www.oiahe.org.uk/
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of complaints referred to the Vice Principal, identifying any general issues or factors 
relating to equality issues that may have arisen and need to be addressed. 
  



Page 10 
 

 

DOCUMENT CONTROL BOX Version 2.2 

Policy / Procedure title:  Student Complaints: Policy and Procedure  

Policy owner:  Quality Office/Registry 

Lead contact:  Head of Quality 

Audience:  Academic staff/Students 

Equality Impact Screening date 
Referred to Equality Impact Assessment 
Group?  Yes/No 

 
Yes  
May 2014 

Approving body: LQSC 

Date approved: 30 Jan 2013 

Implementation date:  04 Feb 2013 

Previous revision dates:  

Supersedes: Student Complaints, Appeals & Disciplinary Policy (2008) 

Previous review dates:   

Next review date:  August 2019 

Related Statutes, Ordinances, General 
Regulations  

Academic Regulations 

Related Policies, Procedures and 
Guidance:  

Academic Misconduct 
Student Academic Appeals 
Student Anti-bullying and Anti-harassment Policy 

Further information:  
Reformatted 3 July 2014 
Reviewed and updated in August 2018  
Reviewed in November 2018 to amend references to Principal to Vice Principal for formal complaints 
Reviewed in January 2019 to reduce the time span within which complaints can be brought to bring it 

in line with the sector and to include provision for complaints against the Principal 

 


