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Introduction 
 

This document is based upon, and reflects the key principles in the document 'Good Practice 

Framework: handling student complaints and academic appeals', produced by The Independent 

Adjudicator for Higher Education.  

  

The College differentiates between student complaints and academic appeals, and provides a 

discrete approach for each, albeit that there are many similarities in the underlying principles. 

In addition, and as a provider of higher education in partnership with other providers, the College 

recognises and welcomes a clarity of process where our policy in this respect joins seamlessly 

with that of each of our Partners. The document also signposts clearly where our student cohort 

can access guidance and support in relation to their complaint or academic appeal.  

  

The policy does not apply to:  

• Complaints made by members of staff of the College (see Staff Grievance Procedure) 

unless they are complaining in their capacity as a student.  

• Complaints related to or covered by student disciplinary procedures (see Student 

Disciplinary Policy).  

• Allegations of a young person or vulnerable adult suffering, or suspected of suffering 

harm or abuse (see Safeguarding Policy).  

• Whistleblowing (see Whistleblowing Procedure).  

 

Scope 
 

For the purpose of this policy and its practical application, a complaint is defined in line with 

the UK Quality Code as being "the expression of a specific concern about matters that affect the 

quality of a student's learning opportunities". Responding to student complaints and complaints 

made by other stakeholders including employers, partner organisations, external organisations 

and members of the public.  

  

Examples of complaints could include sub-standard facilities, misleading course information, or 

concerns about the delivery of an academic programme.  

  

The definition of an academic appeal used by the College is taken from the same source, and 

encompasses "a request for a review of a decision of an academic body charged with making 

decisions on student progress, assessment or awards".  

  

Examples of academic concerns include alleged irregularities in assessment, perceived bias, or 

mitigating circumstances which may not have been considered in the original assessment 

process.  

  

There may be occasions where a student raises issues which come under both categories, and 

in these instances the College in conjunction with the individual concerned will determine which 

is to be followed first.  

  

For those students who are studying a higher education course that is franchised through a 

university there may be times when your complaint is dealt with through the University 

Complaints procedure. This will be determined by the nature of the complaint, and you will be 

notified of this in writing.  
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Process/Procedure 

  
1 Methodology  

 

1.1  This policy applies to all services offered by the College.  

1.2  This policy applies to all complainants who are enrolled on a Telford College course, 

stakeholders and members of the public, and applies to its services provided on campus 

and employer or community venues including with partners.  

1.3  The time lines and principles of prompt response and right to appeal set down here apply 

to all complaints. All complainants will be fully informed of any changes to timelines due 

to exceptional circumstances.  

  

2 Standards of Service 

 

2.1 Quality assurance of UK higher education determines the academic standards and quality 

of learning that students can expect to receive.  

It is governed by QAA according to The Quality Code, which is a set of 19 key expectations 

that UK higher education providers are required to meet.   

2.2 Anyone not satisfied with the level of service should feel able to approach relevant staff 

to address their concern promptly and directly.  

2.3 Every attempt should be made to resolve complaints through a dialogue with those 

immediately concerned.  

  

3 College Accountability  

 

3.1  All College staff have a responsibility for receiving complaints, treating them seriously 

and dealing with them promptly and courteously in accordance with the procedure set 

out below.  

3.2  Quality Support Manager has responsibility for tracking, recording and reporting on the 

outcomes of formal complaints.  

3.3  The  College  Leadership  Team  members  have  a  responsibility  for  resolving  a 

complaint and leading or contributing to an investigation into a complaint when this is 

considered appropriate.  

3.4  The College Principal or Assistant Principal is responsible for resolving complaints which 

have reached the appeals stage.  

3.5  The Governing Body is responsible for ensuring that the complaints policy is operating 

effectively and may become directly involved if a complaint is directed against the 

Principal, the Clerk, other senior post holders or members of the governing body.  

  

4 Definitions 

 

4.1  A complaint is defined as the expression of dissatisfaction, whether in writing or verbally, 

by anyone who uses, or is affected by, any of the College’s services and facilities.  

4.2  An informal complaint is one that is verbally received by a member of staff and is resolved 

with the agreement of the complainant verbally at a local level.  

4.3  A formal complaint is a written or verbal complaint which cannot be resolved satisfactorily 

at a local level or is referred directly to the Quality Support Manager or other senior 

manager.  

4.4  An individual should submit his or her own complaint.  Assistance can be provided to 

capture in writing the complaint, however the complainant should be present and should 

sign the complaint to say that they agree with it and it is a true reflection of the concern.  

  

5 Stage 1 – Informal Complaint 

 

5.1  To approach the member of College staff directly and explain the concern. Often the 

complaint or concern can be resolved informally at the earliest opportunity.  

5.2  It is likely that the vast majority of complaints to be resolved in this manner.  

5.3  For complaints unable to be resolved, raise the complaint to a stage 2.   

http://www.qaa.ac.uk/assuring-standards-and-quality/the-quality-code
http://www.qaa.ac.uk/assuring-standards-and-quality/the-quality-code
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6 Stage 2 – Formal Complaint (Non staff related)  

 

6.1  Where it has not been possible to resolve the complaint informally or where the 

Complainant feels they cannot approach the person directly then a formal complaint 

should be made through the Quality Support Manager.  

6.2  Whilst normally a complaint will be in writing either using the cause for concern form on 

display in the College, by writing a letter or by email.  If the complainant would prefer 

they can make the complaint verbally and a member of staff will write it down on the 

cause for concern form on their behalf.  

6.3  An acknowledgement to the receipt of the complaint will be sent within 5 working days 

and the complaint will be registered on the complaints data base by the Quality 

Administrator. The complainant will be advised that the Director or Manager of 

Department will investigate the complaint and report their findings within 15 working 

days and if there is any delay the complainant will be informed of the reasons for this.  

6.4  The complaint and letter of acknowledgment will be forwarded to the Assistant Principal, 

and Manager of the Department to be investigated.  

6.5  During the investigation, the complainant may be asked to attend a meeting with the 

Director or Manager of Department about the incident or issue. The Director or Manager 

of Department may also speak to or request statements off any members of staff 

involved.  

6.6  Where appropriate, written records of all such meetings will be made and kept on file.  

6.7  All complainants will be informed if the investigation is delayed and the complainant will 

be informed of the outcome in writing once the investigation has been concluded.  

6.8  A copy all correspondence should be forwarded to the Quality Support Manager and will 

be sent from the Quality office for the complainant.  

6.9  Once approved all copies of correspondence and paperwork should be forwarded to the 

Quality Support Manager so a complete record of the complaint can be kept for analysis 

and reporting.  

6.10  A Completion of Procedures Letter should be issued to the complainant at the conclusion 

of the complaint.  

  

i. Where a complaint is not upheld, the Completion of Procedures Letter should be 

issued automatically after the completion of internal processes.  

  

ii. Where the complaint if upheld or partly upheld, the complainant will be asked if they 

would like a Completion of Procedures Letter. A deadline of not less than one month 

will be set in order for the complainant to make this request. If the complainant 

requests a Completion of Procedures Letter within the specified deadline, a 

Completion of Procedures Letter should be issued automatically. If the student makes 

a request after the deadline has passed, then a Completion of Procedures Letter will 

be issued that states the date upon which the final decision was reached on the 

complaint. The timeframe for taking the complaint to the OIA will run from that date, 

rather than the date of the Completion of Procedures Letter.  

  

7 Stage 2 – Formal Complaint (Staff related)  

 

7.1  The complaint should be submitted in writing to the Quality Support Manager and the 

complaint will be acknowledged by the Quality Administrator.  

7.2  A copy of the complaint policy will be included with the letter of acknowledgment.  

7.3  A copy all correspondence should be forwarded to the Quality Support Manager and will 

be sent from the Quality office for the complainant.  

7.4  Once approved all copies of correspondence and paperwork should be forwarded to the 

Quality Support Manager so a complete record of the complaint can be kept for analysis 

and reporting.  

7.5  A Completion of Procedures Letter should be issued to the complainant at the conclusion 

of the complaint.  

i. Where a complaint is not upheld, the Completion of Procedures Letter should be 

issued automatically after the completion of internal processes.  
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ii. Where the complaint if upheld or partly upheld, the complainant will be asked if they 

would like a Completion of Procedures Letter. A deadline of not less than one month 

will be set in order for the complainant to make this request. If the complainant 

requests a Completion of Procedures Letter within the specified deadline, a 

Completion of Procedures Letter should be issued automatically. If the student makes 

a request after the deadline has passed, then a Completion of Procedures Letter will 

be issued that states the date upon which the final decision was reached on the 

complaint. The timeframe for taking the complaint to the OIA will run from that date, 

rather than the date of the Completion of Procedures Letter.  

7.6  The staff complaint will then be forwarded to the Quality Support Manager 

i. The Quality Support Manager will review the complaint and allocate the appropriate 

Director, or Manager of Department to conduct an investigation and inform Human 

Resources.  

ii. If the Quality Support Manager is not available a suitable substitute from the 

Executive Leadership Team will deputise.  

iii. The Director or Manager of Department investigating will inform the member of staff 

in writing of the investigations taking place, the concerns expressed by the student 

and the anticipated timeline of the ensuing procedure. The member of staff will be 

asked for a written response to the concerns raised.  The investigating manager to 

meet with the member of staff to give them the letter, requesting a statement.  The 

meeting in person is to support understanding and help reduce potential pressure or 

concern.  

iv. During the investigation, if student interviews are required, the student will be 

informed in writing that he/she may be accompanied by a parent, guardian or other 

representative.  

v. If  staff  interviews  are  needed  then  the  staff  member  being  interviewed  is 

entitled to be accompanied by a union representative or work place colleague.  

vi. The outcome of the complaint, upheld or not upheld, will be communicated in writing 

to the staff member and the student by the Director, or Manager of Department who 

has conducted the investigation, copies of the letter should be sent to the Quality 

Support Manager. 

 

 

If the complaint is upheld:  

 

i. Should the complaint be upheld, a review will be undertaken by the Quality Support 

Manager prior to communicating with the student and for staff related Human 

Resources will be informed.  

ii. For all upheld complaints a meeting will be arranged by the Quality Support Manager 

the associated Director and manager to agree monitoring and conclusion of action 

plan. iii. The complaint may be dealt with under the College’s Staff Disciplinary Policy 

by the Director of Human Resources. iv. Outcome to be shared with Director of HE 

and relevant Director and Manager of Department.  

 

If the complaint is not upheld:  

 

i. If an outcome of the complaint is that it is not being upheld, then the complaint will 

be closed.  

ii. If the student is found to be fabricating facts, then the student may be disciplined 

under the College’s Disciplinary Code. iii. Outcome to be shared with Assistant 

Principal and relevant Director and Manager of Department.  
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8 Stage 3 – Appeals Procedure  

 

8.1  If the complainant is not satisfied with the outcome of the complaint at Stage 2 for non-

staff complaints, an appeal may be made against the decision in writing to the Assistant 

Principal Cross College Curriculum and Student Voice within 10 working days of receipt 

of the decision.  

  

8.2  An appropriate member of the Executive Leadership Team will review the complaint and 

the college’s response within 10 working days and reply to the complainant.   

  

8.3  If the complainant is not satisfied with the outcome of the complaint at Stage 2 for a staff 

complaint, then an appeal may be made to the College Principal within 10 working days 

of receipt of the decision.  

  

8.4  The Principal will review the complaint and the college’s response within ten working days 

and reply to the complainant.  

  

Following the completion of the third stage, if the complainant is not satisfied with the final 

decision, an appeal can be made for this to be reviewed by The Office of the Independent 

Adjudicator (OIA), including an appeal to the partner institution. The appeal can be made by 

completing an OIA form which can be obtained from their website 

http://www.oiahe.org.uk/making-a-complaint-to-the-oia/oiacomplaint-form.aspx. 

  

Alternatively, OIA can be contacted by email, post or telephone and they will send the relevant 

form out.   

 

9 Record Keeping and Monitoring  

 

9.1  A record of all formal complaints and their outcomes will be kept by the Quality 

Administrator. This will include details showing gender, ethnicity, learning difficulty etc. 

Issues will be fed into the College’s self-assessment and other quality improvement 

processes as appropriate.  

  

9.2  All correspondence throughout the investigation to either complainant or anyone involved 

should be copied to through the Quality Administrator who will maintain a record of all 

communication.  

  

9.3  A quarterly summary of complaints will be compiled and circulated to the Executive 

Leadership Team.  

  

9.4  Incidents are analysed on an annual basis by gender, ethnicity, learning difficulty or 

disability and discussed at Senior Leadership Team meetings. The analysis of trends may 

inform policies and procedures undertaken by the College.  

  

9.5  Complainants will be advised that, while confidentiality will be respected as far as 

possible, it is not normally possible to resolve complaints without disclosing details of a 

complaint to relevant staff in order to allow the College a fair opportunity to resolve the 

issue.  

  

9.6  All student information used or analysed during, and after, the complaint will be dealt 

with in accordance with the regulation set out by the Data Protection Act 1998 and all 

data will be kept and recorded in line with the College Data Protection Policy.  

  

10 Complaints Regarding Data Protection  

 

Data protection complaints will be dealt with by the College Data controller who is the Director 

of Data and Performance.  

  

http://www.oiahe.org.uk/making-a-complaint-to-the-oia/oia-complaint-form.aspx
http://www.oiahe.org.uk/making-a-complaint-to-the-oia/oia-complaint-form.aspx
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11 Process for Dealing with Academic Appeals  

 

Unlike the complaints process, because the appeal is against an academic judgement, there is 

no informal stage. However, the College will offer students contemplating making an academic 

appeal the opportunity to discuss their concerns with a Senior Academic from another discipline. 

If the student expresses satisfaction with the outcome of this process, and it is felt to be 

proportionate to do so, a written confirmation of the discussion will be sent by the Quality 

Support Manager, and forwarded to the Learner Manager – Higher Education and Access for 

collation on a database of academic appeals.  

 

For students on University of Wolverhampton or University of Worcester courses, the respective 

University system of academic appeals will be followed. The Learner Manager - HE and Access 

is responsible for formally notifying the University of the process, and for keeping the Quality 

Support Manager and Assistant Principal appraised of progress and ultimate resolution. It is 

recognised that students may make their academic appeals direct to the University, and in such 

cases the flow of information is from the University to the Learning Manager-HE and Access, and 

then to the Quality Support Manager and Assistant Principal.  

 

For Pearson BTEC Students, the appeal will always be dealt with at the College, by people who 

have not been involved previously, and wherever possible will include staff trained in mediation 

or consultation.   

 

The investigation will be carried out by a member of staff who has not previously been involved 

in any aspect of the case, and the name of this individual will be identified to the appellant, who 

may make representations if they feel there is a tangible conflict of interest.   

 

The appeal will be chaired by the Assistant Principal or their nominee of a senior staff member 

with HE expertise not involved with the subject-area concerned. A student representative from 

an area of the College not involved with the complaint will be a full member of the panel.  

The College will provide the student, seven days in advance, notification of the date of the 

hearing; the composition of the panel who will hear their appeal, and a copy of the investigating 

officers report. 

   

The student making the appeal may be supported by a fellow student or representative, but may 

not be accompanied by someone from outside the College. The role of the supporting individual 

should be notified to the complainant in writing.  

 

The outcome at the conclusion of this stage must always be notified to the student in writing, 

copying in the Learner Manager – Higher Education and Access to ensure inclusion in the HE 

database of academic appeals. The letter to the student must give a clear explanation and outline 

the reasons for each decision in straightforward language. It must also clearly notify the student 

of the grounds on which an appeal can and cannot be made, and the time limit for doing so. 

Where an academic appeal is upheld, the provider should explain how and when it will implement 

any remedy, whether that includes an apology and what the student can do if he or she remains 

dissatisfied with the outcome.  

 

The third stage is an opportunity for the student to appeal to the Principalship of the College for 

a review of the process at the second stage to confirm that appropriate procedures were 

followed, and the decision reached was reasonable. This is not an opportunity to reconsider the 

issues raised. The appeal must be heard by an officer not involved at any previous stage of the 

appeal. The outcome at the conclusion of this stage must always be notified to the student in 

writing, copying in the Learner Manager – Higher Education and Access to ensure inclusion in 

the HE database of academic appeals.  

 

Following the completion of the third stage, the student will be provided by the College with 

details of the opportunities available to take the complaint further, including an appeal to the 

Office of the Independent Adjudicator, to which the College is a subscribing Institution.  

A Completion of Procedures Letter should be issued to the complainant at the conclusion of the 

appeal.   
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i. Where an appeal is not upheld, the Completion of Procedures Letter should be issued 

automatically after the completion of internal processes.  

ii. Where the appeal if upheld or partly upheld, the complainant will be asked if they 

would like a Completion of Procedures Letter. A deadline of not less than one month 

will be set in order for the complainant to make this request. If the complainant 

requests a Completion of Procedures Letter within the specified deadline, a Completion 

of Procedures Letter should be issued automatically. If the student makes a request 

after the deadline has passed, then a Completion of Procedures Letter will be issued 

that states the date upon which the final decision was reached on the appeal. The 

timeframe for taking the complaint to the OIA will run from that date, rather than the 

date of the Completion of Procedures Letter.  

  

12 Information and Advice  

 

The HE Complaints and Academic Appeals Policy is published on the College website, making it 

widely available to all stakeholders for which it covers. Additionally, student handbooks, VLEs 

and the HE Room outline the process and signpost students to how to seek resolution for their 

concerns and challenges.  

  

13 Reflection and Review Process  

 

A summary report is presented to Senior Leaders and Governors on an annual basis, which does 

not contain the name or any personal details of the complainant, but contains a brief outline of 

the nature of the complaint and the action taken. This information is then used to conduct 

analysis by gender, ethnicity, learning difficulty or disability on an annual basis.   

This analysis is used to inform and develop policies and procedures, and subsequent curriculum 

planning to enhance the student experience, whilst paying all due regard to requirements of data 

protection and data security.  

 
 
 

 

 


