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Executive summary 
 
This report outlines activity in relation to Student Appeals, Complaints, Academic Misconduct, 
Disciplinary and Fitness to Study cases managed within Schools and the Student Voice 
Team (Education & Student Strategy Support Unit) within Student & Academic Services.  
Included is an overview of shared learning and enhancement activities.  Student cases are 
reported on by calendar year to align with reporting by the sector ombudsman, the Office of 
the Independent Adjudicator for Higher Education (OIA).   
 
The following areas are covered:  

• activity managed within Student & Academic Services and in Schools in 2019 
• activity in relation to complaints taken by our students to the Office of the Independent 

Adjudicator for Higher Education (OIA) in 2019 
• management of learning points arising from cases and sector engagement  
• City’s engagement with sector activity and development  

 
The data on School-based activity included in this report was collated in February 2020.  
 
As directed by Senate in previous years, this report does not cover activity relating to 
validated institution partners.  
 
Action(s) required 
from the Committee: 

Senate is asked to note the attached report. 

 

The below table outlines which committees have already seen the report and the resulting 
outcome/action from that committee’s discussions. 

 

Committee date Committee title Outcome/action Action date 

June 2020 Education Quality 
Committee   
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Management of student cases in 2019 
 
City’s academic appeal, complaint, student disciplinary and fitness to study procedures are 
multistage processes. This approach mirrors student-facing processes across the sector.  Sector 
practice in managing student complaints and appeals is guided by the Office of the Independent 
Adjudicator for Higher Education’s (OIA) Good Practice Framework, which suggests student-
facing processes should progress over no more than three stages.   Our processes encourage 
early resolution before engagement with the initial formal stage, managed at the local level within 
the School, department or service.  Later stages focus on review of the earlier stage, and the final 
institutional-level within each process is managed by Student & Academic Services.   Student & 
Academic Services oversees these processes for City, and provides information and guidance 
for students and staff.   
 
Academic appeals 
 
A City student who is subject to a decision by an Assessment Board is entitled under Senate 
Regulation 20 (Regulation 15 for BPTC/LPC students) to submit an appeal against that decision, 
on the grounds of a late disclosure of extenuating circumstances for valid and over-riding reasons; 
and/or a claim of a material error in the conduct of their assessment or the conduct of the 
Assessment Board.  Such an appeal would be first considered by the student’s School.  Table 1 
below shows the number of stage 1 appeals managed within Schools in 2019. 
 
Table showing data on Stage 1 appeals (managed within the School) in 2018 1 

School  

Total 
num

ber 
received  

Percentage 
increase/ 
decrease  

G
rounds 

R
ejected on 

initial 
scrutiny 
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ccepted 

A
ppeal 

Panel 
rejected 

A
ppeal 

Panel 
accepted  
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ppeal 

returned, 
w

ithdraw
n 

or cancelled  

     

M
aterial 
Error  

 Late EC
 

M
E and 

Late EC
 

  

rem
edy via 

im
m

ediate 
rectifying 

action  

referred to 
EC

P  

referred to 
A

ppeal 
Panel  

    

  

Cass  
150 

(154) 

-3% 
  55 
(50)  

 81 
(82)  

14 
(22)  

94 
(91) 

15 
(20) 

42 
(63) 0 (0) 0 (0) 0 (0) 10 

SHS 152 
(127)  

+20%  22 
(22)  

 118  
(92)  

 12 
(13) 

 28 
(41)   0 (2) 

 117 
(85)    (0) 0 (0)  0(0)  7 

SMCSE  
125 

(87)  

+44% 
26  

(45)  
90 

(27)  9 (15) 
75 

(42)   3 (9) 
  43  
(13) 0  (0) 0 (0)  0  (1) 2 

SASS 120 
(87) 

+38% 41 
(27)  

 65 
(45) 

14 
(15) 

 43 
(39) 1 (1) 

44 
(28) 1  (0) 1 (0) 0   (2) 18 

Law 
(Reg20) 

 98 
(87) 

+13% 20 
(15) 

  65   
(63)  13 (9) 

40 
(42) 1 (1) 

57  
(51) 0 (0) 0 (0) 0   (0) 10 

Law 
(BPTC/ 
LPC)2  

38  
(31) 

+23% 

 6 (7) 
26 

(20) 6 (4)  NA NA  NA  NA 10 (6) 26 (16) 2 

 Total  683  
(573) 

+19 % 170   
(166)  

445    
(329) 

 68  
(63) 

280  
(284) 

20  
(31) 

303 
(26) 1 (0) 1  (6) 26 (16) 49 

1. Numbers in brackets represents data from 2018 
2. All BPTC/LPC appeals go to a panel regardless of the grounds they are based on 
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Any student dissatisfied with their School’s decision on their Stage 1 appeal, is entitled to 
request a Stage 2 Level Review of the School’s consideration of the appeal, but this must be 
submitted in accordance with the relevant Regulation. 
 
Analysis is conducted as part of equalities monitoring. Information presented here represents 
data available at the time this report was prepared and commentary focuses on significant 
trends or departures from the statistical characteristics of the student population. On reviewing 
characteristics of students submitting Stage 1 appeals, a proportionately higher percentage of 
undergraduate students (~68%) compared to postgraduate students (~30%) submitted Stage 1 
appeals. According to the 2018/19 HESA return1, the percentage of undergraduate was closer 
to 54%.  The percentage of appeals submitted by students who identify as having a disability 
was ~9%, whilst the percentage of City students in receipt of DSA is just over 3% - we will 
continue to monitor this trend closely.  It should be noted that our student records reflect self-
declarations, which may not mirror the DSA data referred to above for various reasons.  
Analysis of submissions by gender and country of domicile show submissions are reflective of 
the general characteristics of the City population, and do not indicate any concerning trends.   
 
Table showing data on Stage 2-level Reviews (managed within Student & Academic Services) in 
20191 

School  
Total Received 

by S&AS  

 
%  increase/ 

decrease 
Rejected at 

Initial Scrutiny  

Referred 
back 
to the 

School2 

 

 
Returned/ 
withdrawn 

Cass 20 (24) -17% 16 (18) 2 (6) 1 

CLS 16 (10) +60% 12 (8) 4 (2) 0 

SASS 14 (8) +75% 13 (7) 1 (1) 0 

SHS¹ 3 (7) -57% 1 (5) 2 (1) 0 

SMCSE 30 (15) +100% 24 (7) 6 (6) 0 

Total 83 (65) +28% 66 (45) 15 (16) 1 

1. Information in brackets represents data from 2018 
2. Where a Request for Stage 2-level Review is upheld, City’s Regulation 20/21 require the matter be referred back to the School for 

reconsideration at the point the appeal was originally considered. It should be noted here that this information does not cover appeal information 
relating to appeals from students registered on Validated programmes.  

 
Most Schools saw a significant increase in the number of Stage 2 appeals however it should be 
noted that the actual numbers of submissions are still relatively low, with the majority rejected at 
initial scrutiny.   
 
The proportion of submissions by undergraduate students (~66%) compared to postgraduate 
students (~32%) remained relatively consistent as these have moved to Stage 2 of the appeal 
process. A higher proportion of submissions by male students (64%) compared to female 
students (31%) is a significant deviation from the general student population (where males 
students represent 42%, females represent 57%).  Submissions by Home students (53%; whilst 
representing 64.5% of our student population) and EU students (11%; whilst representing just 
under 10% of the student population) show no concerning variations. However, submissons by 
overseas students accounted for 35%, where these students made up nearly 26% of the student 
population. 
 
 

 
1 All student statistics represented in this report are derived from the 2018/19 HESA Return as reported on City’s website 
www.city.ac.uk/about/governance/statistics (Accessed: 26/6/2020) 
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Student complaints 

A student can submit a complaint about any aspect of the student experience or the wider 
institute, including teaching and learning. A complaint can be submitted by an individual student 
or by a group of students.  This is a separate procedure from the Academic Appeal procedure 
which would only consider a concern regarding a decision by an Assessment Board.  A 
complaint can be submitted at any stage of a student’s studies, but students are encouraged to 
raise a concern as soon as possible (preferably within 28 days of the event complained about).  
 
City aims to resolve problems at an early opportunity and informally, where appropriate.   
Students are encouraged to raise a complaint initially for early resolution (known as a Stage 1 
complaint). If it has not been possible to resolve the concern at Stage 1, then a student may ask 
for a more formal process – this requires a more structured investigation and response. 
 
 
Table showing data on Stage 2 complaints investigated within Schools in 20191 

School UG PG Upheld 
Partially 
Upheld 

Not 
upheld Withdrawn 

Pending 
outcome 

Cass 0 (3) 6 (2) 2 (2) 0 (0) 4 (3) 0  (0)  0 

Law  6 (3) 4 (3) 1 (1) 0 (0) 9 (3) 0 (0) 0 

SASS 0 (1) 4 (7)  0 (3) 2 (2) 0 (3) 0 (0) 2 

SHS 1 (1) 1 (2) 1 (1) 0 (0)  0 (2)  1 (0) 0 

SMCSE 4 (4) 2 (5) 0 (0) 2 (1) 2 (8)  1 (0)  1 

City 
Total 11 (12) 17 (19) 4 (7) 4 (3) 15 (19) 2 (0) 3 

1. Information in brackets represents number of cases in 2018 
 

The data above demonstrates that there is no significant change in figures from 2018 to 2019 
 
Where a student is dissatisfied with the outcome of Stage 2, they may request a Stage 3 
Review, a process managed by Student & Academic Services.   
 
 
Table showing data on Stage 3-level complaint reviews managed within Student & Academic 
Services in 20191  

School Total 
Received Upheld Partially Upheld Not Upheld Complaint 

Withdrawn 

Cass 2 (1) 0 (0) 0 (0) 2 (1) 0 (0) 

Law2 6 (2) 0 (0) 0 (1) 6 (1) 0 (0) 

SASS3 2 (0) 1 (0) 0 (0) 0 (0) 0 (0) 

SHS3 1 (2)  0 (0) 0 (0) 0 (2) 0 (0) 

SMCSE 0 (3) 0 (0) 0 (0) 0 (3) 0 (0) 

Total 11 (8) 1 (0) 1 (1) 9 (7) 0 (0) 

1. Information in brackets represents data from 2018 
2. Includes undergraduate, graduate and professional programmes 
3. 1 review outcome pending at time report was prepared 
 
Equality analysis on student complaints has not been presented here due to the low numbers of 
cases.   
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Student misconduct 
 
Allegations of student misconduct are managed in accordance with Senate Regulation 13 
(Student Discipline).  This is two-stage process, with an initial local stage (managed either by the 
student’s School or the member of staff responsible for a University Code of Conduct), and an 
institution-level stage (potentially being put before a Disciplinary Panel).  
 
Disciplinary Panels in 2019¹ 

School 
Academic 

Misconduct 
General 

Misconduct 
Discipline 

Appeal Total 

Cass 0  (1) 1 0) 0 (0) 1 (1) 

Law  0 (0) 1 (1) 0 (0) 1 (1) 

SASS 0  (1) 0 (0) 0 (0) 0 (1) 

SHS 0 (0) 0 (0) 0 (0) 0 (0) 

SMCSE 3 (0) 4 (0) 0 (0) 7 (0) 

Total 3 (2) 6 (1) 0 (0) 9 (3) 
(1) Information in brackets represents data from 2018 

 

There has been a small increase in the number of cases being escalated for action under the 
Student Discipline Regulation, mainly under the grounds of general misconduct.  The 
idiosyncratic nature of student conduct cases means it is difficult to draw conclusions on trends 
in this area. Nevertheless, Student & Academic Services continue to monitor activity in this area 
and work closely with relevant student support services and Schools in order to improve 
practice, and best support students and staff managing these cases.   
 
Equality analysis on student misconduct has not been presented here due to the low numbers of 
cases.   
 
 
Academic Misconduct  
 
Suspected cases of academic misconduct are first managed in accordance with Assessment 
Regulations. Where a Preliminary Investigation confirms a case of academic misconduct this may 
resolved at that stage, or referred to an Academic Misconduct Panel.  Where the Panel considers 
the case to warrant consideration for a more severe penalty, the case will be referred for 
consideration under Regulation 13 (Student Discipline).  The data below represents all cases of 
academic misconduct investigated within the School.  
 
Academic Misconduct cases managed within Schools in 20191   

School No. of UG 
cases 

No. of PG 
cases 

No.  resolved 
via Preliminary 
Investigation2 

Outcome 
No AM 
found 

Outcome 
Sanction 

Outcome 
Referred to 
Disciplinary 

Reg. 

Cass 9 (3) 32 (11) Not reported 4 (0) 37 (14) 0 (1) 

SHS  6 (1) 2 (5) 4 2 (3) 2 (3) 0 (0) 

SASS 206 (32)  
51 (13) 

206 29 (5) 228 (36) 0 (1) 

SMCSE 26 (40) 12 (22) 18 17 (5) 21 (57) 3 (0) 

Law 59 (3) 8 (17) 47 52  (5) 15 (15) 0 (0) 
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Total 
 

306 (79) 
 

105 (58) 
 

275 104 (18) 303 (125) 0 (2) 
1. Information in brackets represents data from 2018 
2. This is the first year this specific information has been presented – information for previous years is not available 

 
 
Figures for academic misconduct cases have fluctuated since 2018.  This may be related to 
increasing success in our use of plagiarism software detection.  It is worthwhile noting many 
cases are resolved at the Preliminary Investigation, the initial process for the consideration of 
an allegation of academic misconduct, without referral to an Academic Misconduct Panel.  

Equality analysis on academic misconduct cases is not provided in this Report due to lack of 
data.  The recording of academic misconduct cases varies greatly across the institution which 
causes practical issues when collating this type of information.    

 
Fitness to Study 
 
This process was introduced in 2016/17 to proactively support the management of concerns 
regarding student well-being and/or behaviour related to ill-heath, disability or other reasons. A 
concern will normally be managed initially through meetings with the student and appropriate staff 
within the School and possibly other support services, with the aim of better understanding the 
student’s circumstances and exploring the best options for supporting them. Only where in cases 
of serious risk will the matter be considered by a formal Fitness to Study Panel, which may 
consider options including interrupting the student’s registration or withdrawal.   
 
Fitness to Study cases managed within Schools in 2019 1 

School No. of cases 
Managed 

under 
Level 1  

Referred to 
Level 2 

Emergency 
Action 

required 

Outcome 
Pending 

Student 
Withdrew 

Cass 0 (0) 0 (0) 0 (0) 0 (0) 0 (0) 0 (0) 

SHS  0 (1) 0 (0) 0 (1) 0 (0) 0 (0) 0 (0) 

SASS 1 (5) 0 (2) 0 (1) 0 (0) 0 (2) 0 (0) 

SMCSE 0 (6) 0 (4) 0 (2) 0 (0) 0 (0) 0 (0) 

Law 1 (0) 0 (0) 0 (0) 1 (0) 0 (0) 0 (0) 

Total 2 (13) 0 (6) 0 (5) (0) 0 (2) 0 (0) 

1. Information in brackets represents data from 2018 
 
The use of this procedure has increased over the time it has been in place.  The nature of the 
cases managed under this procedure mean that it is difficult to safely ascertain trends.  However, 
the use of this process is monitored closely, with a view to continual improvement of case 
management and better supporting students and staff.        
 
Equality analysis on student misconduct has not been presented here due to the low numbers of 
cases.   
 
 
The Office of the Independent Adjudicator for Higher Education   

 
Registration on the Office for Students Register requires subscription to the Office of the 
Independent Adjudicator (OIA) Scheme.  A student may take a complaint to the OIA on receiving 
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confirmation that City has exhausted its internal procedures for considering their complaint, 
appeal or disciplinary matter.  The OIA refers to any case submitted by a student as a “complaint” 
regardless of the nature of the original issue.  
 
The OIA expects an institution to abide by its recommendations and within the timescales outlined 
in its Formal Decision on a student’s complaint.  Recommendations typically involve reviewing 
the student’s case again (for example, putting an extenuating circumstance claim to an 
Extenuating Circumstances Panel), but can include recommendations to review and revise 
institutional policy, procedure or regulation.  Where an Institution does not comply with the OIA’s 
Recommendations the OIA will publish the name of the institution and the relevant details in its 
Annual Report. The OIA also publishes the details of the complaint and the outcome for Public 
Interest on its website.    
 
The OIA is the Alternative Dispute Resolution Entity for Higher Education and in accordance with 
the EU’s directives in relation to ADR students have 12 months to submit a complaint to the OIA. 
As students have up to 12 months to take a complaint to the OIA, an institution will wait longer to 
know the total number of complaints and appeal which “convert” to OIA complaints. This means 
that an institution’s response time to issues identified by an OIA review can be significantly 
extended.  
 
All institutions which subscribe to the OIA are required by the OIA to issue a Completion of 
Procedures (COP) letter to confirm a student’s case has exhausted the internal procedures and 
may be eligible for review by the OIA.  In 2019, City issued a total of 67 Completion of Procedures 
letters (77 in 2018), which is 7 higher than the median number of COP letters issued by providers 
in the same OIA Band for 2019.  
 
City student complaints to the Office of the Independent Adjudicator for HE, commenced in 20191  

School 

N
um

ber of 
com

plaints 
initiated in 

2019
2 

O
utcom

e: 
 N

ot Justified 

O
utcom

e: 
Settled 

O
utcom

e: 
W

ithdraw
n 

O
utcom

e: 
Ineligible 

O
utcom

e: 
Partly Justified 

O
utcom

e: 
Justified 

O
utcom

e 
pending at tim

e 
of report  

CLS  2 (7)  2 (5) 0 (0) 0 (0) 0 (0) 0 (0) 0  (0) 
 
0 

SASS 1 (1) 1 (0) 0 (0) 0 (0) 0 (1) 0 (0) 0 (0) 
 
0 
 

SHS  4 (9) 2 (6) 0 (1) 0 (0) 1 (2) 0 (0) 0 (0) 
 
1 

SMCSE 5 (7) 4 (4) 0 (0) 0 (0) 0 (1) 0 (1) 0 (1) 
 
1 

Cass  3 (8) 1 (8) 0 (0) 0 (0) 0 (0) 0 (0) 1 (0) 0 

Total 15 (32) 10 (23) 0 (1) 0 (0) 1 (4) 0 (1) 1 (1) 
 
2 
 

1. Information in brackets represents data from 2018.  
2. A complaint may be initiated during one calendar year, with an outcome confirmed in the following year.  

 
In 2019, the total number of complaints from our students was more than halved from the previous 
year.  The majority of those complaints were found Not Justified.  
 
Complaints found Justified or Partially Justified by the OIA will result in recommendations for 
action by the institution.  In 2019 only one complaint was found Justified: the recommendations 
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in this case were for financial compensation to the student concerned, a review of our internal 
procedures, and improved training and guidance for staff.  
 
Recommendations for reviewing and changing procedures within Schools are made as 
appropriate, and learning points are shared with colleagues across the institution via the Student 
Case Management Forum (with membership across Schools, Student & Academic Services and 
Student support services) and when decisions are circulated to relevant parties. Where a learning 
point suggests a review of City Policy or Regulation, the Student Voice Team work closely with 
the appropriate departments to co-ordinate further action.   
 
The OIA provides an Annual Statement about each institution it reviews complaints about.  Each 
institution is placed within a category or Band, a grouping of similar sized institutions, and the 
data on each institution is compared to its Band.  In the OIA’s annual statement for 2019 for City, 
it was noted that the number of complaints both received and closed by the OIA were slighter 
higher than the Band median.  The OIA received 17 complaints from City, compared to the Band 
median of 16.5, and closed 21 compared to 16.   The OIA’s comparison of City’s complaint 
outcomes for 2019 with the Band median show 15 complaints from City students were Not 
Justified, compared to the Band median 8. It should be noted that Outcomes may fall within 2019 
from complaints submitted to the OIA the previous year.  It is important to note that City is one of 
the larger institutions in this Band – the band range is 12,001 to 20,000.    
 
 
Internal enhancement activity  
 
In the context of a continual changing environment the Student Case Management Forum has 
increasingly sought to engage actively in discussion about student case management via internal 
and sector networks.  The Forum benefits from a strong link with the Quality Forum and from the 
active participation of the Students’ Union as well as key support services such as Student 
Counselling & Mental Health, and the Disability Team. Student cases are discussed with 
colleagues within Student & Academic Services (particularly the Quality and Academic 
Development team), in Schools and across the various student services within City on a case-
by-case basis or via the Student Case Management Forum.  This Forum seeks to learn from 
cases managed internally, and from those cases considered by the OIA to enhance City’s 
management of student cases to benefit both students and staff. It does this though discussion 
of issues relating to student-facing processes, sharing good practice and sector guidance and 
facilitating the flow of information and feedback. 
 
In 2019, work was undertaken to improve the student experience by increasing accessibility, 
transparency and improving the efficiency of administrative processes, including:  

• Minor amendment to Regulation 20, 21, 20b, 21b (Student Academic Appeal) to clarify 
timescales for submission  

• Amendment to Regulation 10 (Fitness to Study) for a fairer appeal process – this was 
done in response to a recommendation from the OIA   

• E:Vision enhancement work improving content and tone of communications with 
students  

• A new Bullying & Harassment Policy, with the new Policy published in May 2020  
• Work on aligning City Law School Professional programmes with City’s Regulation 20 

from 2020/21 – with preparations throughout 2020 
• Extending training for staff nominated to act on behalf of Senate in Appeal and 

Conduct Panels  
• Work on developing a process for student complaints regarding Industrial Action  
• Work on enhancing review and enhancement work within Schools via an Annual 

Appeal Review Report, to be carried on into 2020 
 
From March 2020 development work within student cases context has been focused on a 
response to the Covid-19 pandemic.  Much work has been undertaken on student facing 
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processes, including the introduction of the Supporting Your Academic Success procedure 
replacing the extenuating circumstances procedure for most City students, and this will have a 
impact on student appeals in the coming year. As a result, alterations have been made to the 
appeals process.  The Government’s “lockdown” has had an impact on the way we interact with 
our students in some of the processes included in this Report, for example all Academic 
Misconduct Panels, Disciplinary Panels and Fitness to Study processes must be conducted 
remotely.  
 
From 2020 onwards enhancement work within the area of student case management will be 
driven by the needs of our students following the Covid-19 pandemic and this will take priority. 
Work will continue on those pieces of work indicated above as on-going. City’s regular rotating 
schedule of review and consultation on regulation had identified the Disciplinary Regulation as 
due for review.    
 
 
 
 
Sector activity and engagement  
 
Work continues to ensure that City is meeting the expectations set out in the OIA’s Good Practice 
Framework launched in December 2014. This OIA’s Framework is non-regulatory, and serves as 
operational guidance. 
 
Staff engage with the sector more generally though various networks, such as the Academic 
Registrar’s Council. Through these networks City can contribute to and benefit from shared 
practice and experience.  
 
The issue of student cases required special consideration (as would be covered by City’s 
Extenuating Circumstances policy) has been the subject of a sector-wide consultation by the 
OIA.  This consultation covered the design of fair consideration processes, fit to sit policies, 
requirements for the submission of evidence (e.g. medical evidence), reasonable adjustments 
and other support, and fair management of cases following successful application for special 
consideration.  
 
As indicated above, the Covid-19 global pandemic has had major implications for the student 
experience and how students interact with standard student-facing procedures. The sector is 
adapting quickly, and City is actively engaged with various forums (in particular, the Office of 
the Independent Adjudicator for HE and the Academic Registrar’s Council) to keep updated with 
sector-experience, guidance and practice.  
 
 
 
Nerida Booth  
Student & Academic Services  
June 2020  
 

 


