CANTERBURY CHRIST CHURCH UNIVERSITY

FRAMEWORK FOR STUDENT COMPLAINTS, APPEALS AND DISCIPLINARY PROCEDURES
1 The University Student Procedures relating to complaints, appeals and disciplinary procedures are divided into two categories:

(a) Disciplinary Matters initiated by the University
(i) Discipline

(ii) Student Professional Conduct

(iii) Student Debt 

(iv) Attendance 

(b) Complaints and Appeals initiated by the Student
(v) Academic Appeals [Note: appeals against academic judgment are not permitted]

(vi) Complaints

2 The procedures concerned with Plagiarism and Examination Irregularities concern matters of academic judgment, against which there is no right of appeal.  There is a means of representation against the decision-making process of the panel, which follows the procedures for Academic Appeals.  There are separate statements for the Plagiarism, Examination Irregularities and Academic Appeals procedures.  
3 The following represent the stages in the student procedures listed in 1(a) and 1(b) above:

(a) Informal: This stage is at the point closest to the student, and for the University this would usually involve the individual with whom the student has been dealing, or with the service supervisor or programme director.  
(b) Investigatory: If the matter could not be addressed informally, there would be a commencement of the formal stage of the proceedings.  With disciplinary matters (1a), the Departmental Head will initiate the formal procedure.  With complaints (1(b)), the student would initiate formal procedures requesting an investigation by the Departmental Head.  [Note: Departmental Heads may work through their nominees.]

(c) The student may request 
EITHER: 
3(c)(1) Mediation: If the Departmental Head cannot resolve the matter, and if it is permitted by the procedures, mediation is available through the Office of the Director of Student Support and Guidance. 

OR 

3(c)2 Review: A formal Review of the investigation, based on a student’s representation against the decision of the Departmental Head.  Where a decision would put the student’s continued registration in jeopardy, or affect the outcome of a programme of study, there would be a hearing before a panel chaired by the relevant Pro-Vice Chancellor, or nominee.  The panel would include two other members of staff not connected with the case drawn from a list approved by Academic Board for membership of disciplinary and appeals panels.  Otherwise, the decision would be taken by a member of the SMT acting alone.

Notes: (These Notes form part of the Framework)

(1) The student may choose either Mediation or Review, but not both.  Mediation is more appropriate where the student prefers discussions to continue with a view to resolving a complaint or an issue relating to attendance or student debt with the assistance of professional support from Student Support and Guidance.  Review is more appropriate where the student prefers a formal examination of the issues led by a senior member of the University.  With certain procedures, Mediation is not available, and Review is the only recourse available.

(2) The Director of Student Support and Guidance will ensure the member of staff responsible for Mediation is not engaged in disciplinary matters relating to a particular student, to prevent a possible conflict of interest.  
(d) Confirmation: Where the decision of a Review entails terminating or interrupting a student’s registration, or the decision is that of an Academic Appeals Panel, the Vice Chancellor would confirm the decision, and in so doing the procedures adopted.  For procedures under 1(a), this enables the Vice Chancellor to exercise the responsibility under Articles of Association 86.1.  
(e) Appeal: Where a student wishes to contest the decision of the University at either the Mediation or the Review stage, as appropriate, the student is able to appeal to the Governing Body in disciplinary matters where the penalty entails suspension, expulsion or exclusion of the student.  The Governing Body would establish a panel to review the decision-making process.  
In all other matters, the appeal would be to the Vice Chancellor.  The appeal would review decision-making process, not the merits of the decision.

Notes: (These Notes form part of the Framework)

(1) The Governor Disciplinary Committee will consist of three members. The Chair would be a Governor who was neither a member of staff nor a student.  One of the other members would normally be the President of the Student Union and the other would normally be a member of staff of the University.  The President would be able to nominate another elected officer of the Students’ Union to serve if the President had a prior involvement in the case or was indisposed.  
(2) The purpose of the panel would be to determine whether the decision of the University was reasonable, but not to consider the merits of case.  Where a Governor Disciplinary Committee decided the decision-making process of the University was not reasonable, the Committee would refer matter to the Vice Chancellor to arrange a further review.  
(3) The decision of the Governor Disciplinary Committee would take the form of ‘advice to the Vice Chancellor’ under Articles of Association 86.2.

(4) The Clerk to the Governing Body (or nominee) would service the Governor panel.  
(f) Office of the Independent Adjudicator for Higher Education (OIA): Where a student completes the internal procedures of the University but believes the issue has not been appropriately addressed, an application may be made to the OIA.  The OIA operates an independent student complaints scheme and, as with all higher education institutions in England and Wales, the University has a commitment to comply with the Rules of the Scheme.  The service is free to students.  A student must first exhaust the internal complaints procedures of the University, which will issue a ‘Completion of Procedures’ Letter at the end of the process.  
4 The Clerk to the Governing Body, as the University Contact with the OIA, has the responsibility for providing the Completion of Procedures Letter.  The student must complete all internal procedures before the University will issue a Completion of Procedures Letter.  The OIA will not normally review an application until the internal procedures are completed.  
5 The attached tables set out the Framework by providing an overall summary of the various elements in the process and identifying the key personnel at each stage.  In identifying the key personnel in a hierarchical form, the intention is to provide for a review by an officer or body at a higher level than the individual taking the earlier decision.  
(a) DISCIPLINARY MATTERS INITIATED BY THE UNIVERSITY
	Organizational Arrangements
	Responsibilities

	Stage
	Level
	Method
	Purpose
	Means of Initiation
	Procedure: Disciplinary 
	Procedure: Student Professional Conduct
	Procedure: Student Debt 
	Procedure: Attendance 


Programme Director; and 

	me Director or Personal Tutor

	Investigatory
	Departmental Head
	Enquiry based, through evidence
	Establish the facts, and make formal response to the student
	Written letter stating case against student
	Head of Department or nominee
	Head of Department or nominee
	Academic Registrar
	Head of Department or nominee

	Mediation
	Student Support and Guidance
	Discussion
	Resolve dispute at an early stage
	Student written request for mediation 
	MEDIATION NOT AVAILABLE
	MEDIATION NOT AVAILABLE
	MEDIATION AVAILABLE
	MEDIATION AVAILABLE

	Review
	Pro-Vice Chancellor
	Review of paperwork and interview of parties
	Formal enquiry into the merits of the argument and penalties imposed
	Written request for review by student
	Review Panel Chaired by Pro-Vice Chancellor (Dean of Faculty) [or nominee]
	Review Panel Chaired by Pro-Vice Chancellor (Dean of Faculty) [or nominee]
	Review Panel Chaired by Pro-Vice Chancellor (Academic) [or nominee]
	Review Panel Chaired by Pro-Vice Chancellor (Academic) [or nominee]

	Confirmation
	Vice Chancellor
	Review of Decision
	Confirmation of recommendation to suspend, expel or exclude
	Report of Review Panel or Mediation
	Vice Chancellor confirms recommendation to suspend, expel or exclude
	Vice Chancellor confirms recommendation to suspend, expel or exclude
	Vice Chancellor confirms recommendation to suspend, expel or exclude
	Vice Chancellor confirms recommendation to suspend, expel or exclude


(a) DISCIPLINARY MATTERS INITIATED BY THE UNIVERSITY (CONTINUED)

	Organizational Arrangements
	Responsibilities

	Stage
	Level
	Method
	Purpose
	Means of Initiation
	Procedure: Disciplinary 
	Procedure: Student Professional Conduct
	Procedure: Student Debt 
	Procedure: Attendance 

	Appeal
	Governor Panel or Vice Chancellor
	Review of paperwork and interview of parties
	Determination of the propriety of decision making
	Written request for appeal by student
	Governor Disciplinary Committee if the recommendation is to suspend, expel or exclude the student; otherwise to the Vice Chancellor
	Governor Disciplinary Committee if the recommendation is to suspend, expel or exclude the student; otherwise to the Vice Chancellor
	Governor Disciplinary Committee if the recommendation is to suspend, expel or exclude the student; otherwise to the Vice Chancellor
	Governor Disciplinary Committee if the recommendation is to suspend, expel or exclude the student; otherwise to the Vice Chancellor

	OIA
	External 
	Review of paperwork
	External review of internal processes
	Completion of OIA application by student; issue of COP letter by University
	APPLICABLE
	APPLICABLE
	APPLICABLE
	APPLICABLE


(b) COMPLAINTS AND APPEALS INITIATED BY THE STUDENT

	Organizational Arrangements
	Responsibilities

	Stage
	Level
	Method
	Purpose
	Means of Initiation
	Procedure: Academic Appeals
	Procedure: Complaints

	Informal
	Staff Member
	Informal Discussion
	Resolve query informally
	Oral or written query
	NOT APPLICABLE 
	Individual Concerned, Service Supervisor or Programme Director

	Investigatory
	Departmental Head
	Enquiry based, through evidence
	Establish the facts, and make formal response to the student
	Written letter stating case and remedy requested
	Academic Registrar [Note: Pro-Vice Chancellor (Academic) Review Panel available if Academic Registrar declines to establish a panel]
	Head of Department

	Mediation
	Student Support and Guidance 
	Discussion 
	Resolve dispute at an early stage
	Written request for mediation by student
	MEDIATION NOT AVAILABLE
	MEDIATION AVAILABLE

	Review
	Pro-Vice Chancellor or senior manager
	Review of paperwork and interview of parties
	Formal enquiry into the merits of the argument and decision made
	Written request for review by student
	Appeals Panel 
	Pro-Vice Chancellor or other senior manager 

	Appeal
	Vice Chancellor
	Review of paperwork and interview of parties
	Determination of the propriety of decision making
	Written request for appeal by student
	Vice Chancellor
	Vice Chancellor

	OIA
	External 
	Review of paperwork
	External review of internal processes
	Completion of OIA application by student; issue of COP letter by University
	APPLICABLE
	APPLICABLE
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