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Complaints Regulation and Policy – updates for 2015/16 
 
 
Summary 
 
The purpose of this paper is to outline proposed revisions to Regulation 26 Student 
Complaints.  Academic Governance Committee considered the revisions in June 2015 
and agreed to recommend to Senate that they should be approved. 
 
The revisions have been proposed following the release of the Office of the 
Independent Adjudicator Good Practice Framework for Handling Complaints and 
Academic Appeals.  A working group met to consider the University’s Student 
Complaints Regulation, Policy and Guidance in the light of the good practice guidance 
and current sector practice.  The revised Regulation is included at Annex A.  
 
An updated Student Complaints Policy is also being presented to Senate for approval 
and revised guidance documentation will be published for the 2015/16 academic year. 
The Policy revisions have been proposed following the release of the Office of the 
Independent Adjudicator Good Practice Framework for Handling Complaints and 
Academic Appeals.  The revisions to the Student Complaints Policy align with those 
made to Regulation 26 Student Complaints.  The revised Policy is enclosed at Annex B. 
Revised guidance documentation will be published for the 2015/16 academic year 
 
Three actions are required 
 
 
Recommended Actions 
 
Senate is asked to: 
 

(i) Approve the updated Regulation for 2015/16.  
 

(ii) Consider and approve the revised Student Complaints Policy. 
 

(iii) Consider how the University ensures that external service providers have their own 
complaints procedures in place in the event that a student wishes to make a 
complaint. 
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 Regulation 26 Student Complaints – updates for 2015/16 
 
 
The purpose of this paper is to outline revisions proposed to Regulation 26 Student 
Complaints.  Academic Governance Committee considered the revisions in June 2015 and 
agreed to recommend to Senate that they should be approved. 
 
The revisions have been proposed following the release of the Office of the Independent 
Adjudicator Good Practice Framework for Handling Complaints and Academic Appeals.  A 
working group met to consider the University’s Student Complaints Regulation, Policy and 
Guidance in the light of the new framework and current sector practice.  The working group 
membership included representation from all Schools, Student & Academic Services, 
Learning Success and other Professional Services, the Students’ Union Support Service and 
the Students’ Union. 
 
Following the working group’s review, the majority of updated text will fall within the Policy 
and Guidance so there is minimal change to the Regulation.  An updated Student 
Complaints Policy will also be presented to Senate for approval and revised guidance 
documentation will be published for the 2015/16 academic year. 
 
Updates to the Regulation include the following: 

• Inclusion of a definition of a complaint 

• Clarification that complaints may be received from students whilst they are on 
placements/work-based learning/approved interruption of studies, or for a limited time 
once they leave the University 

• Confirmation that a student will not suffer detriment or disadvantage if they make a 
complaint in good faith, and that staff will not be disadvantaged if they are the subject 
of a complaint  

• Strengthening of statements relating to confidentiality, disclosure, equality and 
expectations about conduct. 

• Clarification about the delegation of responsibility for handling student complaints. 

• Clarification regarding the summary report of student complaints to Senate. 

• Confirmation that complaints may be made jointly by more than one student 

• Confirmation that anonymous or vexatious complaints will not normally be considered 

• Minor changes to formatting and terminology 
 
 
 
Helen Fitch 
Assistant Registrar (Quality) 
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Student Complaints Policy – updates for 2015/16 
 
 
The purpose of this paper is to ask Senate to: 

 
(i) consider and approve revisions proposed to the Student Complaints Policy.  

These revisions align with updates made to Regulation 26 Student Complaints 
and many formalise current practice at the University   
 

(ii) consider how complaints being made against external service providers are 
handled 

 
 
Student Complaints Policy 
 
The revisions to the Policy have been proposed following the release of the Office of the 
Independent Adjudicator (OIA) Good Practice Framework for Handling Complaints and 
Academic Appeals1.  A working group met to consider the University’s Student Complaints 
Regulation, Policy and Guidance in the light of the new framework and current sector 
practice.  The working group membership included representation from all Schools, Student 
& Academic Services, Learning Success and other Professional Services, the Students’ 
Union Support Service and the Students’ Union. 
 
The updated Student Complaints Regulation 26 will also be presented to Senate for 
approval and revised guidance documentation will be published for the 2015-16 academic 
year. 
 
In summary, updates to the Policy include coverage of the following: 
 

• Clarification that complaints may be received from students whilst they are on 
placements/work-based learning/approved interruption of studies, or for a limited time 
once they leave the University 

• Confirmation that a student will not suffer detriment or disadvantage if they make a 
complaint in good faith 

• Strengthening of statements relating to the scope of an investigation, confidentiality, 
disclosure, equality and expectations about conduct. 

• Support for staff members cited in a complaint 

• Clarification about the delegation of responsibility for handling student complaints 

• Confirmation of procedure for complaints received by the Vice Chancellor’s Office  

• Clarification about the extent of support permitted from third parties 

• Confirmation that complaints may be made jointly by more than one student 

• Confirmation that anonymous or vexatious complaints will not normally be considered 

• Clarification about the evaluation process 
 

1 OIA Good Practice Framework for Handling Complaints and Academic Appeals 
http://oiahe.org.uk/media/96361/oia-good-practice-framework.pdf  
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External Service Providers 
 
The OIA Good Practice Framework notes that students wishing to make a complaint about 
the service of another organisation provided on behalf of the University, such as 
accommodation services, should be advised to contact the appropriate organisation directly.  
The OIA advises that Universities ensure that those organisations have appropriate 
complaints procedures in place. 
 
However, where the services of an external provider impact on a student’s learning 
experience, for instance the services of a placement provider, then students should be able 
to complain directly to the University. 
 
 
 
 
 
 
Helen Fitch     
Assistant Registrar (Quality)                 
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Student Experience Officer 
 
June 2015 
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