CANTERBURY CHRIST CHURCH UNIVERSITY

Student complaints procedures

1.
DEFINITION

1.1
A complaint is defined as any specific concern about the University, including provision of a programme of study or related academic or support service. 
1.2
Student complaints may take a variety of forms:

a)
The procedure for raising complaints relating to the running of the Institution (of the kind covered by the Public Interest Disclosure Act) is included in the Guidance on Whistleblowing
.
c)
Research students of the Graduate School should consult their Programme Handbook for specific procedures to be followed in the case of concerns about supervision or other matters of specific interest to research students. 
d) A complaint relating to academic judgements (including examination results) is referred to as an ‘Academic Appeal’, the procedure for which is documented in the procedures relating to academic appeals
. 

e) Other complaints are the subject of the following procedures. Such complaints may have to do with students’ experience of courses, staff/student relationships, student support, libraries and media resource provision, equal opportunities and race equality issues, and other matters of a general nature.

1.3
In these procedures, the term ‘Head of Department’ refers to the Head of an academic department and the Head of one of the University support services. 

2
OUTLINE OF THE COMPLAINTS PROCESS

2.1 Wherever possible, the University seeks to resolve complaints informally, with complaints procedures operating, in the first instance, at the level at which the matter arose. The arrangements are set out in Section 4 of these procedures. 

2.2 If the matter cannot be resolved informally, the student may request a formal investigation to be conducted by the Head of Department concerned. The arrangements are set out in Section 5 of these procedures. 

2.3 If the student is not satisfied with the outcome of the formal investigation, the student can request EITHER mediation through the Department of Student Support and Guidance, which will seek to mediate between the parties OR review of the findings of the investigation by the Pro-Vice Chancellor or other senior manager responsible for the department or service concerned. The arrangements for mediation are set out in Section 6 of these procedures. The arrangements for review are set out in Section 7 of these procedures. 

2.4 The student has the right of appeal against the findings of the review, or the investigation where mediation has been attempted, to the Vice Chancellor. The arrangements are set out in Section 8 of these procedures 

2.5 Once the Vice Chancellor has determined the appeal, the student may make a request to the Office of the Independent Adjudicator for Higher Education (OIA) for independent adjudication. It is not possible to refer the matter to the OIA until the completion of the internal procedures. The arrangements for making a request to the OIA are set out in a separate paper available from the Clerk to the Governing Body. 

2.6 At the completion of each of the stages where there is written communication, the student will be advised in writing of the means by which the matter may be taken further. 

3
PRINCIPLES OF THE STUDENTS COMPLAINTS PROCEDURES

3.1
The Students’ Complaints Procedures are designed to ensure that students have an opportunity to raise individually or collectively matters of proper concern to them without fear of disadvantage, and in the knowledge that privacy and confidentiality will be respected. 

3.2
Where it is necessary to disclose the identity of the complainant to progress a complaint, the complainant will be informed of this in writing and asked to give permission for disclosure before proceeding with the complaint. There may be occasions when anonymity limits the extent to which a complaint can be investigated and/or resolved. If such circumstances arise, then they will be discussed with the complainant so that s/he can decide upon the course of action they wish to be taken. 

3.3
The University will respond promptly to complaints and, if substantiated, will take appropriate action to remedy the complaint.

3.4 
Since it is difficult to investigate complaints after a lapse of time, the procedures require that the student must raise the matter within a given period of time, varying according to the type of complaint. These time limits are intended to allow a sufficient period for matters to be resolved informally wherever possible. A formal complaint must be brought within 20 working days of an attempt to resolve the matter informally. 
3.5 
Complainants are expected to follow the procedures as set out. However, discretion will be exercised, as appropriate, to ensure that complaints are not automatically discounted because of minor procedural deficiencies in the application. 

3.6

At whatever stage of the Complaints Procedures the student lodges the complaint, s/he must declare herself/himself not satisfied within twenty working days of the date of the written response and request that the complaint be taken forward to the next stage. The absence of a response will be deemed to confirm the complainant has been satisfied. 

3.7

Where it is deemed a student is abusing the procedures through making complaints which are insubstantial or unsupported by a sufficient level of evidence, the complaint will be rejected at the earliest possible time with reasons given. Where apparently false and/or malicious complaints are made, the Head of Department, under the Student Disciplinary Procedures, may instigate investigations. 

3.8

Anonymous or third party complaints may be investigated at the discretion of the Head of Department. 

3.9 
Where a complaint is upheld, the Head of Department will take appropriate remedial action and the complainant informed in writing of the action taken. After the complaints process has been completed, the Department concerned may pay reasonable incidental expenses to a successful complainant. 

3.10 
The Head of Department will log all formal student complaints, and make an annual return to the Student Complaints Panel. Monitoring data will be received, and action recommended, to improve University procedures and processes, by the Panel, which reports to the Student Services Committee. No student will be identified personally in the report.
3.11
Informal comments and suggestions for the improvement of University services are welcomed and should be addressed to the Head of Department concerned. 

3.12
Copies of the documents referred to in these procedures are available from the University libraries, from the Students’ Union or from Student Support and Guidance. In addition, a copy of the procedures is available on the University’s web pages. 

4
ARRANGEMENTS for informal complaints
4.1 
Most complaints should be resolved informally, since it is at the level of immediate contact that problems can most quickly be resolved and relevant action taken. For complaints of this nature, the University procedure should be as follows.


For informal complaints relating to the student’s programme or course:

4.2
The student should discuss the matter, in the first instance, with the Personal Tutor/Course Tutor or Programme Director/Leader, as appropriate.


For complaints relating to University services:

4.3
The student should discuss the matter, in the first instance, with the person providing the service, or that member of staff’s line manager.

5
ARRANGEMENTS for requesting a forMAL INVESTIGATION
5.1
If the student remains dissatisfied and wishes to take the complaint further, then s/he should write to the Head of Department within two months of the alleged cause of complaint occurring. A written complaint should:


5.1.1
Detail any specific concern about the provision of a programme of study or the service provided. 

5.1.2 Indicate the outcome sought. (However, complainants should note that the outcome may be different from the one sought).


5.1.3 
Be accompanied by appropriate evidence, where possible.

5.2 The Head of Department will then seek appropriate evidence from within the department to conduct the review. In addition, the student should be invited to meet with the Head of Department. 

5.3 The Head of Department should make a written response within two weeks of the meeting with the student, or the student declining the invitation to a meeting. 

5.4 The Head of Department is to provide a summary of the complaint, the findings of the investigation and, where appropriate, an action plan to prevent a reoccurrence of the complaint. 

5.5 If the student is not satisfied with the outcome of the formal investigation, the Head of Department will include in the written response that the student can request EITHER mediation through the Department of Student Support and Guidance, who will seek to mediate between the parties, OR review of the findings of the investigation by the Pro-Vice Chancellor or other senior manager responsible for the service concerned. The relevant contact details will be provided in the letter. 

5.6 The student may choose either Mediation or Review, but not both.  Mediation is more appropriate, for example, where the student prefers discussions to continue with a view to resolving a complaint or where there is 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 the senior member of the University responsible for the service. 

6
ARRANGEMENTS for MEDIATION
6.1
If the complaint remains unresolved, then the student may refer it to the Director of Student Support and Guidance for mediation within twenty working days of receiving the written response from the Head of Department. The request should be made in writing, and accompanied by a copy of the correspondence received from the Head of Department concerned. 

6.2 The Director of Student Support and Guidance will arrange for mediation between the student and such University officers as appropriate to achieve an appropriate outcome.

6.3 The mediation stage does not preclude the student making an appeal to the Vice Chancellor, following the procedures in Section 8, against the outcome of the investigation conducted by the Head of Department. However, the mediation stage is an established part of the process, and there is an expectation that the student would seek to reach an agreement at this stage as an alternative to requesting a review. 

6.4 The arrangements for the mediation process are set out in a separate statement available from the Department of Student Support and Guidance. 

7
ARRANGEMENTS for the review of complaints

7.1 Where the student requests a review of the investigation by the Head of Department, the following procedures will apply:
7.1.1 Within twenty working days of the date of the written response from the Head of Department, the student may request a review of the complaint by writing to the Pro-Vice Chancellor or other relevant senior manager. The Pro-Vice Chancellor or other senior manager may nominate another suitable person to conduct the review. 

7.1.2 A copy of the correspondence received by the student from the Head of Department should accompany the request. 

7.1.3 The person undertaking the review will collect such evidence as is necessary, which may include meeting with the student making the complaint, where this is appropriate. 

7.1.4 The student should receive a written acknowledgement from the senior manager, or nominee, within fourteen days of the complaint being received, outlining the approach to be followed. 

7.1.4
The senior manager, or nominee, may make a judgment on the subject matter of the complaint, and may either confirm or modify the decision of the Head of Department. This will be contained in a formal written response to the student. 

7.1.5
Where a complaint is directed against a member of staff and is dealt with under this procedure, s/he will have the right to make representation.

7.2 Where the complaint concerns the Head of Department, the complaint is to be directed to the Senior Manager who has line management responsibility for the person concerned. 

8 

ARRANGEMENTS FOR APPEAL TO THE VICE CHANCELLOR
8.1
In the event of there being no satisfactory outcome at the mediation or review stage, the student may appeal in writing to the Vice Chancellor within twenty working days of the date of the formal written response from the senior manager or nominee, or the conclusion of the mediation process. 

8.2

The purpose of the appeal is to determine whether the decision-making process of the University was reasonable, but not to consider the merits of case. Where mediation has been attempted and failed, the appeal will concern the investigation conducted by the Head of Department, since mediation is a means of enabling the parties to seek a means of resolving their differences. 
8.3 Where the decision of the Vice Chancellor is that the decision-making process was reasonable, this determination represents the final decision of the University and the completion of the internal procedures. 
8.4 If the Vice Chancellor determines the decision-making process of the University was not reasonable, the Vice Chancellor will arrange a further review of the complaint, which may be undertaken by either the Vice Chancellor or a nominee. The results of this further review will represent the final decision of the University and the completion of the internal procedures. 
8.5 The Vice Chancellor will arrange for the student to be notified of the decision in writing, and for a completion of procedures letter to be issued by the Clerk to the Governing Body. 

8.6 Following the completion of the internal procedures, the student has the right to take the complaint to the Office of the Independent Adjudicator for Higher Education (OIA), and will be informed accordingly, together with the means of making such a referral. 

� Guidance to students on whistleblowing (http://www.canterbury.ac.uk/support/student-support-services/students/whistleblowing.doc)


� PPE27 Academic and Fitness to Practise Appeals, which can be accessed at http://www.canterbury.ac.uk/support/quality-and-standards-office/policies-procedures-by-numerical-order.asp
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