Student Complaints Policy

STUDENT COMPLAINTS POLICY
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1 The University of Law’s Student Complaints Policy has been informed by the
Office for Students Sector-Recognized Standards and the General Ongoing
Conditions of Registration and has regard to the UK Quality Code for Higher
Education. These definitive reference points for all English higher education
institutions set out how academic standards are established and maintained and how
excellence in the quality of learning opportunities is assured.

This policy sits within The University of Law’s Quality and Standards Code, which
provides a suite of policies designed to safeguard the academic standards of The
University of Law and to assure the quality of learning opportunities offered; this policy
should therefore be read in conjunction with other relevant policies within the code.

Introduction

2 The University of Law recognises that central to this policy is the University’s
responsibility for the academic standards of all awards granted in its name and the
quality of learning opportunities for students. For the purposes of this policy, a student
is defined as anyone who has accepted a place at the University, is currently studying
at the University, or is a past student of The University.

3 For the purposes of this policy a complaint is defined as the expression of a
specific concern, or dissatisfaction about the quality of learning opportunities, or the
provision by the University of a programme of study or related academic or
administrative service, other than liability for course fees. However, the Student
Complaints Policy is not a substitute for the regular process of open communication
and student feedback, which occurs before, during and after programmes of study.
The University aims to resolve complaints quickly and simply.

4 For the purposes of this policy, a concern is defined as a comment, either in
conversation, writing or via social media, on the learning opportunities or student
experience. When a concern is raised, it can represent the first stage of a complaint if
left unaddressed.

5 It is anticipated that the majority of complaints are resolved at the first (informal)
stage, or at the initial concern stage, with relatively few progressing to the second
(formal) stage.

6 This policy sets out the key principles and procedures which cover concerns
and complaints about the quality of learning opportunities or the provision of a
programme of study or related academic or administrative service.

7 This policy does not cover:

7.1 Appeals against the decisions of Examination Boards or issues related to
academic judgement , final results or concession applications (these are dealt
with under the Academic Reviews and Appeals Policy);
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12.1 Transparency — the University provides details of who is responsible for dealing
with the complaint at each stage of the process, and also provides information

on what action can be taken if the resolution is unsatisfactory;

12.2 Speed - the University sets appropriate timescales for each stage of the
process;

12.3 Impartiality
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20 The student can email the University Complaints Officer at any time during the
process for information (complaints@law.ac.uk). A record of the outcome of informal

proceedings is sent by the relevant member of staff to the Complaints team at its
conclusion.

Procedures for dealing with Formal Complaints

21 The student can raise a formal complaint if they are not satisfied with the
outcome of the informal process.

22 All formal complaints must be submitted in writing, with appropriate supporting
evidence, using the Formal Complaint Form, to the University Complaints Officer
(complaints@law.ac.uk) within three months of the occurrence of the matter
complained of. The University does not consider any formal complaint received
outside this time limit unless the student is able to provide evidence of exceptional
circumstances which justify the delay in submission. The Formal Complaint Form can
be obtained from the University’s website (http://www.law.ac.uk/about/policies/), or by
requesting a copy from the Complaints team directly.

23 The Formal Complaint Form provides full details of the appropriate place for
submission, along with guidance as to how to complete it. Submission is accepted by
post or by email, or the most accessible format possible to account for any additional
needs the student may have.

24 The studentis
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Appeal of Complaint Decision

27 If the student is not satisfied with the outcome of their formal complaint, they
may request a review of the procedure (under the grounds explained in paragraph 31),
which is carried out by the Complaint Appeal Panel. The Panel will not re-consider the
investigation afresh.

28 The Appeal Application Form is sent to the student, together with notification of
the outcome of the investigation into the original formal complaint, and provides full
details of the appropriate place for its submission. Submission is
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34 The Complaints Appeal Panel consider the original formal complaint, and the
investigation outcome report alongside the complaint appeal form and the reasons for
the appeal, as well as any further supporting evidence and narrative the student has
provided. The Complaint Appeal Panel will, on the basis of the documents and
evidence provided, decide whether the appeal should be upheld (in part or full), or

rejected. The Student will receive a written outcome of the Complaint Appeal Panel’s
decision within 14 calendar days of the Panel meeting.

Complainants will be advised of the date of the Panel which their Appeal will be
considered at. If a Complainant wishes to submit further information or evidence to the
Panel, they must do so no less than three working days prior to the Panel. Evidence
received after this point will not usually be considered.

35 The outcome of a complaint appeal (and the Complaint Appeal Panel) may
uphold the original decision of the Investigating Officer or change it, whether this is in
the student’s favour or not. Any offer made to the student as part of the initial outcome
may be removed in the appeal outcome.
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48 The University may summarily reject a complaint if it is, in the University’s view,
vexatious or malicious. The decision to reject a complaint on this basis is at the sole

discretion of the University, and the student will have the opportunity to request an
appeal of the complaint outcome under the normal process.

49 A vexatious complaint is one which is entirely without merit and is made with
the intention of causing inconvenience, harassment, or expense to the company.
Where it is readily apparent that a complaint is vexatious the University will reject the
complaint.

50 A malicious complaint is one which bears active ill-will or spite or demonstrates
wrongful intention toward any other. Where a complaint is malicious, the University will
summarily reject the complaint. Examples of malicious complaints include complaints
that, by their nature, are, or could be, defamatory or libelous in nature

51 If a complaint is made with vexatious or malicious intent or is in any way abusive
in tone, this is viewed seriously and may result in disciplinary action.

Unacceptable or inappropriate conduct

52 The University understands that matters relating to a complaint, including the
complaint itself, can be a stressful experience for students.

53 Whilst the University is committed to managing the complaints process aligned
with the Key Aims and Principles mentioned within this policy do not expect staff to
have to tolerate behaviour which the University considers to be unacceptable. A non-
exhaustive list of examples, below, includes any communication which is:

«abusive, offensive, defamatory or distressing;

saggressive, threatening, coercive or intimidating;

sunreasonably persistent or demanding.

54 The University will take action to protect staff from such behaviour. This may
include taking action under the University’ s Student Disciplinary Regulations.

Where the University considers that the behaviour of a complainant is unacceptable
the University will explain why it finds their behaviour unacceptable and will ask them
to change this behaviour.

55 If the unacceptable behaviour continues, the University may take action to
restrict their contact in connection with the complaint.

56 The University will write to tell the complainant to explain why we believe their
behaviour is unacceptable, what action we are taking and the duration of that action.
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.

Anonymous Complaints

V2.11 10



Thar -5 =
Student Complaints Policy e et

57 Anonymous complaints will be forwarded to the most appropriate staff member
to investigate as part of the early resolution stage of the process. However, no formal

outcome will be produced as it is not possible to respond to an anonymous
complainant.

Complaints Involving the Police/Courts

58 If at any point during complaint proceedings, the complainant reports the matter
to the police, unless it has been authorised in writing by the University’s legal team,
action under this policy, must be stayed until the outcome of the police
investigation, and any criminal proceedings which result from it, are completed.
On the conclusion of any police investigation or any criminal proceedings the Head
of Student Casework(or nominee), following consultation with the Head of Legal (or
their delegate within the University’s legal team), will notify the complainant in writing
whether the University’s internal complaint investigation will be re-started or not.

59 The above also applies for any matter that is or becomes the subject of court or
tribunal proceedings which have not been stayed (adjourned or put on hold).

Possible Outcomes
60 Each complaint is treated individually and, on its merits, and the outcomes from

complaints will vary from case to case. Examples of possible outcomes are listed
below:
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61.4 loss of income.
Record Keeping and Reporting
62 The University’s Academic Board ensures that a procedure for monitoring,

evaluating, and reviewing formal complaints is in place. A report dealing with the
handling of such complaints is presented to the Academic Board.

Advice

63 Students who are unsure how to proceed can contact the Complaints Team
(complaints@law.ac.uk), who will assist where possible.

Responsibility for the provision

64 Responsibility for the effective implementation of the Student Complaints Policy
lies with the Head of Complaints.

Monitoring and review of the provision

65 Responsibility for reviewing and evaluating the effectiveness of the Student
Complaints Policy lies initially with the Head of Complaints. Formal responsibility for
monitoring and evaluation of this provision lies with the Academic Board.
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