CANTERBURY CHRIST CHURCH UNIVERSITY
STUDENT COMPLAINTS PROCEDURE
Please note: It is important to read these procedures in conjunction with the Framework
for Student Procedures. The Framework contains the overarching principles regarding the
University’s approach to dealing with Appeals.

What is the purpose of the Student Complaints Procedure?
1

The Student Complaints Procedure provides students with 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.
The procedure applies to complaints received after 1 August 2018. The next scheduled
review is to take place no later than June 2021.

2

A complaint is defined as an expression of dissatisfaction by one or more students
about our action or lack of action, or about the standard of service provided by or on
behalf of the University. A complaint can be about the provision of a programme, an
academic or support service, or the quality of other aspects of student life.

Who is able to use the Student Complaints Procedure?
3

The Student Complaint Procedure is open to anyone who is, or was recently, a
registered student. The term ‘student’ includes those registered or enrolled on a
programme. It includes those on an interruption of study, temporary withdrawal or
temporary exclusion or suspension.

4

Students may only use the Complaints Procedures for twenty working days after their
studies concluded or were terminated.

5

For students at a partner institution, there is a different arrangement. The student
complains to the college or organisation. The partner will look into the complaint. If
there is something the University needs to look into, the partner will ask the student if
we can investigate.

6

There are separate procedures for applicants to programmes. Complaints about
applications for programmes are only considered under the Admissions Appeals and
Complaints Procedure, no the Student Complaints Procedure.

What is the Relationship with the University’s Guide to Dealing with
Bullying and Harassment?
7

The Procedure can include the investigation of those complaints made under the
University’s Guide to Dealing with Bullying and Harassment, which may involve other
students.
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What Complaints have special Procedures?
8

These Procedures do not include complaints relating to a decision by an academic body
responsible for making decisions on student progress, assessment and awards. These
bodies include Boards of Examiners1, Fitness to Practise Panels, Professional Suitability
Panels, individuals and panels undertaking plagiarism investigations and review of
extenuating circumstances. We refer to one of these requests as an ‘Appeal’. There are
separate arrangements for Appeals. Appeals are not dealt with through the Complaints
Procedure.

How does the University handle Complaints Relating to a Placement?
9

Complaints relating to a placement may be better resolved within the workplace if
related to the working practices where the student is undertaking the placement, as
any remedy may need to be brought about in the workplace. The student should use
the complaints procedure of the placement provider. This includes employment
matters, for example bullying and harassment, and the support agreed by the student
with an employer, with or without the engagement of the University, in relation to any
work-related learning including any release from employment for attendance at the
University.

10 In the first instance, the student should raise the matter with the relevant supervisor or
manager in the workplace.
11 Where the complaint relates to a specific concern about the provision of a programme
the complaint should be made under this Procedure. This includes matters relating to
placement allocations and arrangements, the learning experience on a placement and
assessment of professional practice.
12 Those members of the University’s staff responsible for arranging placements may be
approached for advice on the approach to take and where to seek assistance. This
would enable the student to receive advice on the best means of seeking a resolution
to the complaint, including the appropriate procedures. Students employed by the
placement provider should seek advice on the appropriate procedures to follow.
13 An Investigator at the University who undertakes a Formal Investigation will work with
the appropriate representatives from the placement to investigate the complaint. The
Investigator is only able to consider complaints which relate to the work of the
University. Where a complaint does not relate to the work of, and consequently cannot
be resolved by University, the Investigator will inform the student how the complaint
may be pursued outside University, including making use of any procedures of the
placement provider.

What are the arrangements for Group Complaints?
14 Where the issues raised affect a number of students, those students may submit a
complaint as a ‘group complaint’. In such circumstances, the University will ask the
This may be a Module or Progression and Award Board. Throughout this document, where the term
Board of Examiners is used, it is intended to refer to both types of Board.
1
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group to nominate one student to act as group representative to manage the
progression of the complaint.
15 In the handling of the group complaint the University will take reasonable steps to
ensure that a collective complaint fairly represents the views of all members of the
group. The arrangements for handling a group complaint will follow those for a
complaint submitted by an individual, particularly in relation to early resolution.

What are the Stages in the Complaints Process?
16 The University will seek to respond to complaints and, if substantiated, take
appropriate action to remedy the complaint. However, the student(s) concerned are
seen as important partners in the resolution of complaints, and there is an expectation
that there will be active participation. In particular, early resolution of complaints is
considered vital.
17 Since it is difficult to investigate complaints after a lapse of time, it is important to
respect the timescales with the procedures. These time limits are intended to allow a
sufficient period for early resolution wherever possible.

What is the Role of Early Resolution?
18 Most complaints should be capable of being resolved through Early Resolution. This is
because it is at the level of immediate contact that problems can most quickly be
resolved.
19 A student should raise the matter informally within twenty working days of being
aware of the issue with the member of staff concerned or that person’s immediate
supervisor or manager. The student may seek assistance from Student Support, Health
and Wellbeing or the Students’ Union to help bring about Early Resolution, including
identifying the appropriate member of staff to approach.
20 Early resolution is taken very seriously by the University. Before moving to Formal
Investigation, the University will look at how Early Resolution was attempted. If there is
a request for a Formal Investigation before an attempt at Early Resolution, the Case
Officer may recommend this before initiating a Formal Investigation.
21 For complaints relating to the student’s programme, the student should discuss the
matter, in the first instance, with the Module Tutor or Programme Director/Leader, as
appropriate.
22 For complaints relating to University services, the student should discuss the matter, in
the first instance, with the person providing the service, or that member of staff’s line
manager or supervisor.

What is the Role of Formal Investigation?
23 If Early Resolution is not possible, the student may request a Formal Investigation by
writing to the Academic Support Office within twenty working days of the end of the
attempt at Early Resolution. A Case Officer will be appointed to manage the case.
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24 If a Complaint is received more than 20 working days from the end of the attempt at
Early Resolution, the Investigator will take this into consideration when making a
decision.
25 The request for an investigation is to be in writing. A form is available to assist
students. The request should set out the following:
a. Explain the specific concern about the provision of a programme of study or
the service provided.
b. Explain the use of Early Resolution and why it was unsuccessful.
c. Indicate the outcome sought. However, it is important to note the eventual
outcome may be different from the one sought.
26 An Investigator will undertake a Formal Investigation and seek appropriate evidence
from the student and the School or department. In addition, the student will be invited
to speak with the Investigator in person or at a distance, for instance over the
telephone or by Skype. A student wishing to provide information relating to another
person must provide evidence the individual gave explicit written consent for the use
of the information. The Investigator will request evidence of consent before processing
the information.
27 The Investigator will, as appropriate, request and consider evidence/information from
the student and any relevant University area in the consideration of the student’s case.
28 At all times, the emphasis will be placed on seeking a resolution of the complaint.
29 The University aims to undertake Formal Investigations in a timely manner, whilst
ensuring all necessary information is sought and considered to reach a comprehensive
conclusion. Normally, the aim is to complete an Investigation within twenty working
days of the appointment of the Investigator. Timeframes for the conclusion of a Formal
Investigation may vary, depending on the complexity of the case and whether the
Complaint is submitted within or outside of teaching periods for the programme.
Where an investigation requires more than twenty working days, students will however
receive an update on the progress of their appeal within twenty working days.

How is the Student’s Perspective considered?
30 The Investigator must ensure the student has an adequate opportunity to be heard.
31 The student has the right to request support in the preparation of the case from the
University’s Department of Student Support, Health and Wellbeing or from the
Students’ Union.
32 The student is to be given a copy of the evidence requested by and presented to the
Investigator.
33 The student has the right to make personal statement in writing. The Investigator must
consider all such statements presented by, or on the specific written authorisation of,
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the student. The Investigator is to be satisfied that any written statements made on
behalf of the student have been made available to the student.
34 Where an Investigator upholds the position of the student based on a reading of the
written case, and the student agrees the outcome, there is no requirement that the
student is invited to talk with the Investigator.
35 Where a case requires further investigation, the Investigator must give the student the
opportunity to be heard either in a face to face meeting or at a distance by making use
of any appropriate means of telecommunication, including telephone and Skype.
36 When attending in person, the student has the right to be accompanied by a friend,
defined as a registered student of Canterbury Christ Church University, a member from
the same cohort as the student, a member of the Students’ Union Council, an officer
of the Students’ Union or a current member of staff of the University. In all cases, the
friend may speak on behalf of the student and may attend in the student’s place, with
the written authorisation of the student, should the student not wish to attend
themselves.
37 When a student declines to meet with the Investigator, the Formal Investigation will be
concluded based on the evidence collected. The right to Representation to the ViceChancellor will be unaffected by non-attendance at a meeting.

What happens when a Complaint is upheld?
38 When the Investigator upholds a student complaint in whole or in part, the School or
department concerned will draw up an Action Plan to address the issues that were
upheld. This is to demonstrate how the decision of the Investigator is to be addressed.
39 The Action Plan is to be agreed with the student concerned, and a copy provided to
the Investigator. The Action Plan is to be drawn up within twenty working days of the
Investigator writing to the student and programme managers, and to be agreed with
the student within forty working days of the notification.
40 The School or department and the student can agree to extend the period for agreeing
the Action Plan to enable mutual discussions to take place.
41 In the event of disagreement, the student can ask the Investigator to act as a
Reconciliator. Should the need arise, the Investigator will issue a binding Action Plan
following the reconciliation process.

What are the Arrangements for Representation to the Vice-Chancellor?
42 Where the complaint is not upheld, the student may make a Representation in writing
to the Vice-Chancellor within twenty working days of the date of the formal written
response from the Investigator.
43 Where the complaint is upheld, the student may make a Representation in writing to
the Vice-Chancellor within twenty working days of the date the final Action Plan,
including a binding Action Plan issued by an Investigator.
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44 The Vice-Chancellor will only consider a Representation if the student completed all the
previous stages in the procedures.
45 In exceptional circumstances, the Vice-Chancellor may extend the time allowed for
submission of a Representation if satisfied there were valid reasons why the request
was not submitted within twenty working days. Such circumstances might include, but
are not limited to, the student being ill or having other pressing reasons. The ViceChancellor will not accept a Representation more than ninety working days after the
date of the formal written response provided there was no material error on the part
of the University.
46 The Vice-Chancellor will nominate a suitable individual to review the Representation.
Normally, this will be either the Deputy Vice-Chancellor or a Pro Vice-Chancellor.
Delegation may include arrangements to cover any period of absence from the
University.
47 The Vice-Chancellor’s nominee is not limited in the means of seeking a resolution. The
nominee may, for example, propose a particular course of action, recommend
mediation be undertaken subject to the agreement of the student or determine that a
further investigation is to be undertaken.
48 The outcome of the Review Stage may be a confirmation that the procedures were
followed, the outcome was reasonable and there was no further action that the
University should take.
49 It is aimed to complete the Review Stage within twenty working days of the ViceChancellor acknowledging the notification. The general exception is where the
notification is received outside the published term dates, when the aim is to complete
the Review Stage within forty working days of the notification being acknowledged.
50 The decision of the Vice-Chancellor’s nominee represents the completion of the
internal procedures of the University.

What are the arrangements for extending time scales?
51 The time scale for any stage may be extended on the request of, or with the agreement
of, the student, particularly where it is agreed there should be any form of alternative
dispute resolution.
52 Where necessary, the Investigator or the nominee of the Vice-Chancellor has the
authority to extend a stage for good cause, but should inform the student in writing of
the reason for and the length of time of the extension.
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What happens after the Internal Procedures of the University are
complete?
53 Once the student completes the internal procedures of the University but believes the
issue has not been appropriately addressed, the student may complain to the Office of
the Independent Adjudicator for Higher Education (OIA).
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