
 

 

Student Complaints Policy and Procedures 

_____________________________________ 

SCOPE OF THE POLICY 

1. New College of the Humanities (the College) is committed to ensuring a 

high-quality educational experience for its students, supported by 

appropriate academic, administrative and welfare support services and 

facilities. However, there will be instances when students may feel 

dissatisfied with the teaching and learning, facilities or services provided by 

the College or with the way the College or its staff have acted or omitted to 

act in its delivery of its services. 

2. For the purposes of this policy, the term ‘student’ to mean any individual 

registered with the College to study. This includes full-time and part-time 

students, undergraduates and postgraduates, andapprentices. 

3. If it is necessary to pursue a complaint formally, the Student Complaints 

Policy and Procedures (policy) sets out how students may seek to have 

complaints addressed. The aim of this policy is to deal with student 

complaints as expeditiously and fairly as possible.1 

4. Allegations of staff misconduct should be reported directly to the Registrar 

and action may be taken under the Staff Disciplinary Procedure (Staff 

Handbook).  

5. In all instances where a student is unsure as to how or where to raise their 

complaint they should seek advice from the Student Wellbeing Team (SWT).  

6. All complaints made by students are kept confidential. Only faculty or staff 

who are involved will be contacted and they will be reminded of the strict 

levels of confidentiality. Students will not be penalised in any way if they 

make a complaint. The documentation created from the complaint will be 

kept in accordance with the General Data Protection Regulation (GDPR) and 

will not be recorded in student files. 

DEFINITIONS 

7. A complaint is defined, by the UK Quality Code,2 as  

”A specific query about an aspect of experience of the provider.” 

8. The Office of the Independent Adjudicator3 defines a student complaint as:  

                                                           
1 For more information on which policy and procedures to use, please refer to paragraphs 81. 
2 UK Quality Code Complaints Concerns and Appeals 
3 Office of the Independent Adjudicator: http://www.oiahe.org.uk/providers-and-good-

practice/good-practice-framework/contents/complaints-and-academic-appeals.aspx 

file:///C:/Users/rebeccamorrison/Downloads/qc-a-g-concerns-complant-appeals.pdf
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“an expression of dissatisfaction by one or more students about a 

University’s action or lack of action, or about the standard of service 

provided by or on behalf of the University”. 

9. The procedures set out below can be used by students to complain about 

any service the College provides. 

IS IT A COMPLAINT OR FEEDBACK? 

10. There are several ways in which students may put across views about their 

learning experience and the services provided by the College. This is 

referred to as ‘feedback’. Feedback can be provided through a number of 

channels, such as:  

10.1. Direct communication with members of staff.  

10.2. Through Student Representatives who can raise it at the Student-

Staff Liaison Committee or Faculty Meeting.  

10.3. Surveys. 

11. Complaints may relate to (though not be limited to): 

11.1. The teaching and learning experience of the student, e.g. quality of 

teaching, teaching facilities, personal tutor support. 

11.2. Services, e.g. computing and library service. 

11.3. Administrative services, e.g. Student and Academic Services (SAS), 

finance office, etc. 

12. Examples of complaints include: 

12.1. Failure by the College to meet obligations including those outlined in 

programme or student handbooks. 

12.2. Misleading or incorrect information in prospectuses or promotional 

material and other information provided by the College. 

12.3. Concerns about the delivery of a programme, teaching or 

administration including, where applicable, that provided by a 

partner. 

12.4. Poor quality of facilities, learning resources or services provided 

directly by the College. 

12.5. Complaints involving other organisations or contractors providing a 

service on behalf of the College. 

13. Apprentices with complaints about their apprenticeship in the workplace 

must refer to their own organisation’s complaints and grievance policies. 

 

WHO CAN MAKE A COMPLAINT? 

14. The following people or groups can complain: 

14.1. Registered students. 

14.2. Students taking a break in their studies, or on a temporary 

withdrawal or on a temporary exclusion or suspension. 
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14.3. College alumni. 

14.4. Groups of registered students. 

14.5. Former students only if the complaint could not reasonably have 

been brought while they were a registered student. 

15. The College will not consider unsubstantiated complaints that it regards as 

vexatious or malicious. Complaints of this nature may result in disciplinary 

action under the Student Code of Conduct and Disciplinary Procedures. 

16. Where complaints are received anonymously or from third parties, it will be 

at the discretion of the Registrar to determine whether the complaint will be 

considered and, if so, how. 

 

GENERAL PRINCIPLES  

17. This policy has been established with the aim, where possible and 

appropriate, of resolving complaints informally through negotiation between 

those individuals who are immediately concerned with the matter and their 

immediate line manager. The College recognises, however, that some issues 

cannot be resolved by informal means and may require the intervention of 

outside parties. The formal stages of the policy are, therefore, available in 

these instances. 

18. The general principles of this policy are that: 

18.1. Complaints will be treated seriously, as expeditiously as possible, and 

in a consistent fashion. 

18.2. Complaints will be treated in a rigorous and fair manner with 

sensitivity and with minimum stress to all parties concerned. 

18.3. Submission of a complaint will be treated with transparency and 

impartiality, and not lead to recrimination or adversely affect 

academic progression. 

18.4. Privacy and confidentiality will be maintained except where disclosure 

is necessary to progress the complaint. 

18.5. Complaints will be dealt with having due regard to UK legislation. 4  

18.6. There is a right for any decision to be subject to further reference to 

the approving University5; and if the student is still unsatisfied with 

the outcome, after exhausting the College’s and University’s 

procedures, they can contact the Office of the Independent 

Adjudicator (OIA). 

18.7. The complaints procedure will normally be completed within 90 

calendar days of the start of Stage 2 procedures.  

18.8. Apprentices may also raise their apprenticeship concerns, complaints 

and enquired with the Education and Skills Funding Agency, by 

contact the apprenticeship helpline. The ESFA Guide to making a 

                                                           
4 GDPR 2018; The Consumer Rights Act 2015; Consumer and Marketing Authority 
5 Solent; Swansea 
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complaint can be found here. The Helpdesk can be contacted by 

phone on 0800 150400 or via email at 

nationalhelpdesk@apprneticeships.gov.uk 

WHAT TO DO IN CASE OF A COMPLAINT  

19. A complaint will not normally be investigated if a period of three months has 

elapsed since the alleged action, which is the basis of the complaint, 

although the Registrar may exceptionally allow such a complaint to proceed.   

19.1. The policy contains the following stages. 

19.1.1. Stage 1: Informal discussion(s) of the complaint with 

the individual(s) directly involved. 

19.1.2. Stage 2: Formal Complaints Procedure. 

20. For the purposes of this policy: 

20.1. The person making the complaint will be known as the complainant. 

20.2. The person who is being complained about will be known as the 

complainee. 

21. At any point, a request for mediation made by the complainant or 

complainee can be instigated. Mediation will only occur with the agreement 

of all parties involved, and the formal complaints procedure will be 

suspended while mediation takes place. 

STAFF INVOLVEMENT IN THE INVESTIGATION AND AS A WITNESS 

22. It is the expectation of the College that members of staff will support the 

operation of this policy. It follows therefore that staff members who are 

called as witness, or who are involved at any stage in the investigative 

process, are required to co-operate fully with the policy, whether called on 

behalf of the College or by the complainant. Failure to do so may constitute 

a disciplinary offence. 

23. In exceptional circumstances a staff member may request permission to be 

excluded from an investigation or not to be required to appear as a witness. 

24. Where it is the view of the Registrar, that the evidence that can be provided 

by the staff member is more important to the resolution of the complaint 

than the objections of the staff member, then the staff member will be 

required to participate in this process.  

 

PROCEDURES 

STAGE 1 INFORMAL  

25. It is recommended that, where possible and appropriate, a complainant 

should attempt to resolve the situation informally in the first instance. An 

informal approach can often resolve the complaint quickly. Advice on how to 

approach and resolve the matter informally and directly can be obtained by 

reading ANNEX B: GUIDANCE FOR RESOLVING A COMPLAINT. 

26. A complainant may wish to contact the SWT or another member of staff to 

seek advice and/or support. 

https://www.gov.uk/government/publications/complaints-about-post-16-education-and-training-provision-funded-by-esfa/complaints-about-post-16-education-and-training-provision-funded-by-esfa
mailto:nationalhelpdesk@apprneticeships.gov.uk
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27. When taking individual action, the complainant should try to: 

27.1. Contact the member of staff concerned at the earliest opportunity. 

27.2. Pick a time and a place where the issue(s) can be discussed privately 

and without interruption.  

27.3. Clearly identify the issue(s) they want to discuss. 

28. Complainants who do not wish to speak directly to those involved may wish 

to write their complaint in a letter addressed to those involved or seek third-

party intervention. The SWT or the PT can advise on who is an appropriate 

person. 

29. The third party will seek to resolve the situation by: 

29.1. Meeting with the member of staff concerned to discuss the complaint 

to resolve the situation. 

29.2. Facilitate a meeting between the persons involved to discuss the 

complaint and jointly reach agreement on the way forward. 

30. The complainant may be accompanied by a friend or a Student Union 

representative to any meetings at this stage. 

31. The complainant is advised to keep a written record of the meeting. 

STAGE 2: FORMAL PROCEDURE 

32. If the informal procedure does not resolve the matter, the complainant can 

take their complaint to the formal stage. 

33. All formal complaints are made in writing by completing the FORMAL 

COMPLAINTS FORM (ANNEX A).6 Guidance is provided on how to complete 

the form (ANNEX C). The completed form and accompanying documentation 

should be handed, emailed or posted to the Registrar where it will be logged 

and a receipt issued. 7 

34. Within 10 working days of the receipt of the complaints form, the Registrar 

(or nominee) will confirm whether the complaint falls within the remit of this 

policy, and if it does not, the Registrar (or nominee) will advise the 

complainant of the correct policy and procedures to follow.  

35. The Registrar (or nominee) will carry out a preliminary investigation.  

36. As part of the investigation, the Registrar (or nominee) may conduct 

meetings with the complainant and other parties involved with the 

complaint. Notes of these meetings will be taken and the parties involved 

have the right to be accompanied.8 

37. Following the investigation, the Registrar (or nominee) will prepare a report 

that will be copied to the appropriate person(s) involved with the complaint, 

normally the complainant and the complainee.  

                                                           
6 Usually within three months of the alleged action. See paragraph 17. 
7 Documentation may include emails, witness statements. 
8 Members of staff may be accompanied by a colleague and the complainant may be accompanied 

by a friend or a member of the Student Union. 
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38. This report will normally be provided within 20 working days of receipt of 

the complaint, except where good reason can be demonstrated for requiring 

a longer period, in which case the complainant will be notified of the delay 

and of an expected response date. 

39. The Registrar (or nominee) shall have the discretion to apply one or more of 

the following: 

39.1. Stay the case pending the outcome of another procedure. On 

completion of the other procedure the Registrar shall have the 

discretion to apply an outcome listed below. 

39.2. The complaint is not justified (not upheld). In this case the 

complainant has the right to have the case heard by the SCP (see 

paragraph 38). 

39.3. The complaint is justified or partially justified (upheld) and therefore: 

39.3.1. The complainant will be offered an apology, and the 

College will explain what measure(s) will be put in 

place to ensure that the situation is not repeated. 

39.3.2. Refer the case to be considered by the SCP.  

39.3.3. Any other outcome that is appropriate or 

proportionate. 

STUDENT COMPLAINTS PANEL 

40. The SCP will hear complaints that have been referred by the Registrar (or 

nominee) or by the complainant. 

41. As soon as possible after the preliminary investigation, the complainant will be 

invited to attend a meeting with the SCP. 

42. The SCP will consist of the Head of Quality Assurance (HQA) (or nominee) and 

two others, from a group of staff, approved by the Master. The Master will 

consider the composition of the SCP with the information available at the time. 

The HQA will chair the SCP and appoint a Secretary. The SCP members must 

participate in the whole process for the final decision to be valid. 

STUDENT COMPLAINTS PANEL PROCEDURE 

43. The Secretary to the SCP shall: 

43.1. Invite the complainant and complainee (the parties) to the meeting. 

The parties will be advised of the date and time of the meeting.  

43.2. The Secretary will provide the parties with: 

43.2.1. The membership of the SCP, and the parties right to 

object to the Secretary about the participation of one 

or more of those members provided the objection and 

the reason(s) for it are presented to the Secretary in 

writing by no later than five working days of the date 

of the Secretary’s communication.  

43.2.2. A hard copy of the Registrar’s (or nominee’s) report 

from the preliminary investigation. 
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43.2.3. The procedural and logistical arrangements of the SCP. 

43.2.4. The identity of the other attendees at the SCP meeting. 

43.2.5. The parties right to be accompanied to the meeting, 

who will be expected to silently observe the process. 

44. The parties will be requested to acknowledge receipt of the letter and their 

intention to attend the meeting within five working days of the Secretary’s 

communication. If the parties do not respond within this period, the 

complaint may be considered in their absence. 

45. The Secretary will provide the SCP with: 

45.1. An invitation to be a SCP member, in writing, giving a minimum 

notice period of 10 working days. 

45.2. The procedural and logistical arrangements of the SCP meeting. 

45.3. A hard copy of the Registrar’s (or nominee) report from the 

preliminary investigation. 

45.4. The identity of the attendees at the SCP meeting. 

46. If the either of the parties are unable to attend the SCP meeting for good 

reason, the meeting can be rearranged. The rescheduling of the SCP 

meeting requires approval from the Chair of the SCP. The request will need 

to be made in writing outlining the reason for the rearrangement of the SCP 

meeting along with supporting evidence if available. 

47. It is preferable that all parties attend the meeting in person. At the 

discretion of the Chair, the parties can attend via video link. The Chair may 

accept written statements in evidence from parties, where it is impracticable 

for the parties to attend. 

48. The SCP may deal with the case in the absence of the complainant if the 

complainant fails to appear without reasonable excuse or notifies the 

Secretary that they do not wish to appear. 

49. The order of proceedings: 

49.1. Introduction of those present. 

49.2. The complainant shall present their case to the SCP first. 

49.3. The SCP shall have the opportunity to question the complainant. 

49.4. The complainant may call witnesses who shall attend only to present 

their evidence and to answer any questions that the SCP may put to 

them through the Chair. Once their evidence has been heard and 

there are no more questions, witnesses shall be required to leave the 

room. 

49.5. The complainee shall present their case to the SCP. 

49.6. The SCP shall have the opportunity to question the complainee. 

49.7. The complainee may call witnesses who shall attend only to present 

their evidence and to answer any questions that the SCP may put to 

them through the Chair. Once their evidence has been heard and 
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there are no more questions, witnesses shall be required to leave the 

room. 

49.8. The parties will have the opportunity to respond at the discretion of 

the Chair. 

50. The SCP may impose time limits on oral addresses and submissions. 

51. The parties shall withdraw while the SCP reaches its decision in private. 

52. The SCP may adjourn proceedings for a period not exceeding 20 working 

days in the first instance, and its findings or decision deferred accordingly. 

53. The SCP will find the complaint justified or partially justified if it is 

considered that the evidence presented identifies, on the balance of 

probabilities, that the complainant has proved their case. The outcome of 

the SCP shall be that of the majority of its members. 

54. The decision of the SCP, including the reason(s) for the decision, shall be 

communicated to the parties in writing by the Secretary, normally within 

five working days.  

55. The SCP may refer the case to the Staff Disciplinary Procedures if 

appropriate. 

56. The Secretary of the SCP will securely store a record of the meeting and the 

decision of the SCP, in accordance with the requirements of the GDPR.  

POWERS OF THE STUDENT COMPLAINTS PANEL 

57. In applying a remedy, the College aspires to return the student to the 

position that they would have been in had the circumstances not occurred.9 

The College shall be able to propose any resolution to the complainant that 

it considers reasonable and is within its powers to resolve a complaint which 

is upheld in whole or part. 

 

APPEALS PROCEDURE 

58. Either party has the right of appeal. The appeal must be made, using the 

Complaints Appeal Form (ANNEX D), to the Master within 10 working days 

of the written notification of the decision. 

59. If no appeal against the decision is received within the time scale set out in 

the decision letter, the parties will be notified that the complaints procedure 

has been concluded and no appeal has been made.  

60. The parties may only appeal on one or more of the following grounds, which 

must be specified in the letter of appeal: 

60.1. There has been a significant procedural flaw or irregularity that 

compromised the fairness of the process. It shall be for the 

Complaints Appeal Board (CAB) to determine whether any such 

irregularity or failure to observe the provision of the policy brings 

into question the decision of the original hearing. 

                                                           
9 http://www.oiahe.org.uk/media/121676/remedies-and-redress-april-2018.pdf 
 

http://www.oiahe.org.uk/media/121676/remedies-and-redress-april-2018.pdf
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60.2. New material evidence, which must be supported by explanation of 

why it is being submitted at this late stage. 

60.3. That there is a bias or reasonable perception of bias during the 

procedure. 

60.4. An outcome, decision, being unreasonable or disproportionate. 

61. Following submission of an appeal, the Master (or nominee) will undertake a 

preliminary review of the appeal. 

62. Where the preliminary review identifies that the appeal does not have 

substance within the accepted grounds for appeal stipulated in paragraph 57 

the parties shall be informed of the decision in writing. The College will 

notify the parties that the internal complaints procedures have been 

completed and their right to appeal to the Awarding Body.  

63. Where the preliminary review identifies that the grounds for appeal are 

accepted as valid, the appeal will be submitted to the CAB. 

64. The CAB will consist of three persons approved by the Master. No person 

shall sit on the CAB if they are directly associated with the parties against 

which the appeal is made. 

65. The hearing will be limited to the grounds stated in the letter of appeal and 

should not take the form of a rehearing. The CAB will be provided with a 

report from the Registrar (or nominee) and/or the report from the SCP but 

will not at this time interview the appellant or witnesses. 

66. If the CAB is satisfied that there is sufficient evidence of substantive defect 

in procedures which might have resulted in wrong finding or that there may 

have been an excessive penalty applied, the parties may be invited to a 

further hearing. 

67. The proceedings will be determined by the CAB and will take such form as 

the CAB determines appropriate to investigate the grounds for appeal stated 

in the appellant’s letter. 

68. The CAB may: 

68.1. Review the decision made by the Registrar (or nominee) and/or the 

SCP and either:  

68.1.1. Substitute such other remedy as it considers 

appropriate.  

68.1.2. Reject the appeal, in which case the original decision 

will stand. 

69. The CAB shall consider its decision and shall notify the appellant of the 

decision within five working days.  

70. The decision of the CAB shall be final and no further appeal to the College 

may be permitted. The College will notify the parties that the internal 

complaints procedures have been completed and their right to appeal to the 

Awarding Body. 
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OFFICE OF THE INDEPENDENT ADJUDICATOR 

71. At the end of the Awarding Body complaints procedures, the student will 

receive a Completion of Procedures letter, either from Solent University 

(Solent) (undergraduate) or Swansea University (Swansea)(postgraduate). 

At this point if the student remains dissatisfied, they have the right to refer 

the decision to the OIA, within 12 months of the date of the Completion of 

Procedures letter. Details are available here. 

72. The Office of the Independent Adjudicator (OIA) is an independent body set 

up as a result of the Higher Education Act 2004 to run a student complaints 

scheme. Membership of the OIA is a requirement of The Higher Education 

and Research Act 2017 and the Office for Students.  

 

REVIEW AND MONITORING 

73. The Registrar will maintain a record of Student Complaints outcomes and 

ensure that appropriate action has been taken by the College in response to 

areas identified as requiring development. 

74. An annual report on Student Complaints will be provided to the College’s 

Academic Board and NCHNL Board. 

 

DESIGNATED CONTACT REFERENCES 

75. For advice as to how or where to raise a complaint the student should seek 

advice from the Student Wellbeing Team.  

76. For complaints regarding the Student Wellbeing Team, the student should 

contact the Registrar. 

77. For complaints regarding the Registrar, the student should contact the 

Master of the College. 

78. For complaints regarding the Master of the College, the student should 

contact the Chair of the Board of Directors by requesting their contact details 

from the Chief Operating Officer. 

 

AREAS OF COMPLAINT NOT COVERED BY THIS POLICY 

79. For any complaints relating to the University of London International 

Programmes (ULIP) policy, administration or summative assessment, the 

student should refer to the ULIP complaints policy which can be found here.  

80. For any complaints regarding academic appeals relating to the Solent 

approved programmes, the student should refer to the Undergraduate 

Academic Appeals Policy and Procedures. 

81. For any complaints regarding academic appeals relating to the Swansea 

approved programmes, the student should refer to the Academic Appeals 

procedure. 

82. For concerns about interactions with (an)other student(s) in residences, the 

student should contact the residence’s manager. 

http://www.oiahe.org.uk/making-a-complaint-to-the-oia/how-to-make-a-complaint.aspx
http://www.londoninternational.ac.uk/complaints
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83. For concerns about the NCH Student Union, the student should refer to the 

President of the Student Union. 

84. For concerns about the behaviour of (an)other student(s), the student 

should inform the SWT or their Personal Tutor who will consider whether to 

refer the matter to the Student Code of Conduct and Disciplinary Procedures. 

_______________________________________ 
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ANNEX A: FORMAL COMPLAINTS FORM 

Please contact Student and Academic Services if you require this form in a different format 

You are advised to read the Guidance Notes (ANNEX C) before completing this form. 

PERSONAL DETAILS 

Title  

First name(s)  

Family names  

College ID  

Current programme 

start date 

 

Level of study  

Address for 

correspondence 

(including postcode) 

 

Daytime phone 

number 

 

NCH email address  

 

YOUR COMPLAINT 

Please set out below the key points of your complaint. 

NB: Your complaint must be summarised here even if you attach other documents. 
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EVIDENCE 

What documentary evidence do you have to support your complaint? Please give details. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ADDITIONAL DETAILS 

Who did you approach to resolve your complaint informally? What action, if any, was taken 

to remedy your complaint? 

Name:                                                               Approximate Date: 

Action Taken:                                        

 

 

 

What prevented the complaint being resolved informally? 

 

 

 

Who else have you discussed this complaint with? 

 

 

 

How do you propose that your complaint could be resolved to your satisfaction? 
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Declaration 

I declare that the information given in this Formal Complaints Form is a true statement of 

the facts and that I would be willing, if required, to answer further questions related to it. 

I also agree (in accordance with the General Data Protection Regulation) to this form being 

held on file by the Registrar. 

 

Signed: …………………………………………………………………. 

 

Date: ……………………………………………………………………. 

The completed form should be handed to or posted to the Registrar where it will be logged and 

a receipt issued. Please ensure you keep a copy for your own record.
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ANNEX B: GUIDANCE FOR RESOLVING A COMPLAING 

New College of Humanities (the College) is committed to providing high quality education 

and services to its entire student body. The College aims to provide a supportive 

environment for all students and to be responsive to student concerns when they are 

raised. The College views the Student Complaints Policy and Procedures as an 

opportunity to monitor its services. There may be times when students feel that they 

have not received the high quality education or level of service that they are reasonably 

entitled to expect. The problems need addressing to ensure that normal high standards 

are maintained. The College undertakes to investigate the issues raised and to deal with 

them through a process that is fair, consistent, timely and easy to follow. 

WHOSE COMPLAINT WILL BE CONSIDERED BY THE COLLEGE? 

Any current student, recent graduate or withdrawn student can make a complaint within 

three (3) months of the problem occurring. 

WHAT CAN I COMPLAIN ABOUT? 

The College will look at complaints about any aspects of its service. The complaints 

process will not look at matters of academic judgement or the professional conduct of 

students and faculty. 

WHEN CAN I COMPLAIN? 

You should start your informal complaint as soon as possible. Normally, a complaint will 

not be investigated if more than three (3) calendar months have elapsed from the 

original event. 

CONFIDENTIALITY 

This will be a confidential process, but if you are complaining about a member of staff, 

you will be advised that this member of staff may be told the issue. It may be impossible 

to reach a resolution, unless the subject is broached with the individual staff member. If 

you have concerns about what is communicated to the member of staff you may discuss 

this with the Registrar. 

ANONYMOUS COMPLAINTS 

It is usually very difficult to investigate a complaint that has been made anonymously 

but you may seek advice of the Registrar without giving your name. 

THIRD PARTY COMPLAINTS 

The College does not normally investigate complaints raised by a third party or a parent 

on behalf of a student. Occasionally a student who may be implicated may request that 

their nominee act on their behalf with the College.  

THOSE MAKING COMPLAINTS ABOUT OTHER STUDENTS 

In general, the Student Complaints Policy and Procedures is not designed to look at 

complaints against other students. Most of these complaints will be dealt with under the 

Student Code of Conduct and Disciplinary Procedures. 

HOW SHOULD I COMPLAIN? 

Dealing with small problems or areas of concern as they arise will often lead to easy 

resolution. For this reason, all students must first engage with the informal complaint 

https://www.nchlondon.ac.uk/about-us/academic-handbook/nch-policies-and-procedures/nch-general/
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process. Only when this fails to reach agreement should you embark on the second 

stage, that of making a formal complaint. 

WHO SHOULD I SEE TO SETTLE MY COMPLAINT FORMALLY? 

Informal complaints can be raised with any member of staff in authority, for example, 

your personal tutor, a member of faculty, the Registrar, or SWT. See your Programme 

Handbook for contact details. 

WHAT IF MY COMPLAINT IS NOT RESOLVED AT THE INFORMAL STAGE? 

If you would like to pursue your complaint you may make it formal. You will need to fill 

out a Formal Complaints Form (ANNEX A) and submit it either in person, by email, or by 

post – along with your documentary evidence – to the Registrar where it will be 

receipted. You should also include evidence of how you tried to resolve your complaint 

informally. 

WHAT DO I NEED TO SAY ON MY FORMAL COMPLAINTS FORM? 

You need to give full details of your complaint, the date(s) the event(s) happened, and 

the people you spoke to, and support these with documentary evidence such as emails, 

letters and notes. You should also state what you would like to happen to resolve your 

complaint. How to fill out the form is covered in more detail in the Guidance on how to 

complete the Formal Complaints Form (ANNEX 4). 

WHAT WILL HAPPEN NEXT? 

The Registrar (or nominee) will confirm whether you are bringing your action under the correct 

policy and that the investigation into your complaint is about to start. 

WILL I BE NOTIFIED OF THE OUTCOME? 

You will receive a report explaining the outcomes of the investigation. If your complaint 

is justified or partially justified, you will be offered an apology, and the College will 

explain what measures they are putting in place to ensure that the situation is not 

repeated. If your complaint is deemed not to be justified, a full explanation will be given.  

WHAT IF I DON’T LIKE THE OUTCOME? 

You must give sound reasons as to why you think the investigation has been unfair or 

inadequate. Sometimes not liking the outcome of the investigation will not be sufficient 

reason for the complaint to go forward. If you have sufficient evidence that the 

investigation did not include all relevant issues relating to your complaint, or there was 

an error in the processing of your complaint, you can appeal to the Master. 

WHO IS ON THE STUDENT COMPLAINTS PANEL? 

The Panel comprises of the Head of Quality Assurance (or nominee) (Chair), , and two 

senior members of the College. The members of this panel must not have been involved 

in any of the previous stages of this complaint.  

WHAT WILL THE PANEL DO? 

The Panel will review all the evidence and are at liberty to question the complainant and 

anyone who has been involved in the complaint., including the Registrar. 

WHAT CAN I EXPECT FROM THE PANEL STAGE? 

You will be entitled to bring a companion (a colleague, friend or parent) with you, 

providing this person is not connected to the complaint and is not a legal professional. If 
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you do wish to bring a companion, the College has final approval and must be notified 

within five working days of the Secretary’s communication. 

IF MY CASE IS JUSTIFIED, WHAT CAN I EXPECT THE COLLEGE TO DO? 

In applying a remedy, the College aspires to return you to the position that you would 

have been in had the circumstances not occurred. The College shall be able to propose 

any resolution to the complainant that it considers reasonable and is within its powers to 

resolve a complaint which is upheld in whole or part. 

WHAT CAN I EXPECT AT THE END OF THE FORMAL COMPLAINTS PROCEDURE? 

You will receive a Completion of Procedures Letter from the Awarding Body.  

THE OFFICE OF THE INDEPENDENT ADJUDICATOR 

If, after receiving your Completion of Procedures Letter, you are dissatisfied with the 

outcome, you may wish to further your complaint with the Office of the Independent 

Adjudicator. This is an independent body set up by the Government to adjudicate on 

disputes in Higher Education Institutions. You have up to 12 months from the 

Completion of Procedure letter to refer your complaint to the OIA. Further details are 

provided in the Completion of Procedures letter. 

VEXATIOUS COMPLAINTS 

Very few students make complaints that are vexatious, in that they persist unreasonably 

with their complaint or make complaints in order to make life difficult for the College 

rather than genuinely to resolve a grievance. This may involve making serial complaints 

about different matters, or continuing to raise the same or similar matters repeatedly. 

Complainants who are deemed to be making malicious and vexatious complaints will be 

written to by the College and informed that the correspondence is at an end. Complaints 

of this nature may result in disciplinary action under the Student Code of Conduct and 

Disciplinary Procedures. 

If a complainant persistently telephones or sends multiple emails to the College, the 

College reserves the right to ask the complainant to communicate only by letter. 

TRIVIAL COMPLAINTS 

After a complaint has been scrutinised by the Registrar and is deemed to be frivolous or 

trivial, it will not be taken any further under this policy. Students making frivolous or 

trivial complaints will be written to by the Registrar, and advised that the complaint is 

not serious enough to be investigated by the College. The Registrar will keep a record of 

all frivolous and trivial complaints until the student graduates or leaves the College.   
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ANNEX C: GUIDANCE ON HOW TO COMPLETE THE FORMAL COMPLAINTS FORM 

This guidance is to support you in completing the Formal Complaints Form (ANNEX A). 

You should ensure that you have read and understood the Student Complaints Policy and 

Procedures before completing the form. 

Included in the Student Complaints Policy and Procedures document are guidelines to 

help you resolve your complaint informally before proceeding with the formal complaint 

route. 

THE FORM 

The Form must be completed fully. All fields must be filled in. If you have difficulty with 

the form or do not understand the procedure, you may ask for help from Student and 

Academic Services (SAS).  

YOUR DETAILS: 

Title 

Use the title you like to be called by, e.g. Mr, Miss, Ms, Mrs, Dr. 

First name(s) and Family names 

Please give your first name(s) and family names as shown on your College ID. 

College ID 

Your College ID number is shown on your College ID card. 

Current programme start date 

This is the year your current programme started e.g. September 2018. 

Level of Study 

For undergraduate students you are Level 4, Level 5 or Level 6. For postgraduate 

students, you are Level 7. 

Address for correspondence 

Please give the address to which you would like the College to send all correspondence 

relating to your complaint. Bear in mind where you will be over the vacation if your 

complaint is made at the end of an academic term. Remember to tell us if you move 

when we are investigating your complaint.  

Daytime phone number 

Please give a phone number where you can be reached during the working day (9am – 

5pm). 

NCH email address 

Your College email address will be the primary email used by the College for all 

correspondence related to your complaint. You should check your email address at least 

once every day and please ensure that your inbox does not become full, stopping any 

important emails from being accepted.  

Your complaint 

You should provide full details of the issues you wish to raise here. Include dates when 

the events took place. 

Documentary evidence 
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It is very important to attach to your complaint any letters, email, notes, minutes and 

other written evidence you may have of what has happened. Include copies of what you 

have been sent and any replies that you have had. This will make it easier to investigate 

your complaint. You could ask someone else to give you a supporting statement if 

appropriate. If you are not sure what to provide, you can discuss it with SAS.  

Attempts at settling your complaint informally 

Tell us what you did to try to achieve an informal resolution of your complaint. Who did 

you see? What did you discuss? What was the outcome? When was this? Include any 

correspondence that you have from this process. 

We cannot investigate your complaint formally until we are sure that you have 

attempted to settle things informally. 

Step 1 might be to raise things directly with your tutor or member of staff directly where 

the problem has occurred. 

Step 2 might be to talk to that person’s line manager. 

What prevented the complaint being resolved informally? 

Indicate what you think prevented an informal resolution of your complaint. 

Who else have you discussed this complaint with? 

List anyone else you have talked to. It is useful for us to know what their job title is. 

Summarise what you have discussed and what advice you were given. 

What would you like to happen as a result of your complaint? 

Be realistic but say how you think the complaint could be resolved so that you would be 

happy with the outcome. This lets us know what you would like. What we offer to do will 

depend on the investigation of the complaint and response of the College. 

Declaration 

You MUST sign the form. 

And finally… 

You must email, post, or hand in the form to the Registrar where you will be given a 

receipt. Please ensure you keep a copy of the form for your records. 
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ANNEX D: STUDENT APPEAL FORM 

 

Student Appeal Form10 

_______________________________________ 

This form along with all documentary evidence should be submitted to the 

Master within ten working days of the written notification of the decision. 

Section 1: Student information 

Student ID number  

First and middle names 

 

 Surname  

NCH email address  

Programme  Level of 

study 

 

 

Section 2: Grounds for appeal 

On which grounds are you appealing (choose one or more of the following):  

1 There has been a significant procedural flaw or irregularity that 

compromised the fairness of the process. 

 

2 New material evidence (which must be supported by explanation of why 

it is being submitted at this late stage). 

 

3 There is a bias or reasonable perception of bias during the procedure. 

 

 

4 An outcome, decision and/or penalty, being unreasonable or 

disproportionate. 

 

Write a statement to support your grounds for appeal. 

 

 

 

 

 

 

 

Section 3: Evidence  

Please list all the supporting evidence you have included with your appeal. 

Please ensure you include copies of all the evidence you wish to submit to support 

your appeal.  

 

                                                           
10 Please email sas@nchlondon.ac.uk to obtain a word version of this document. 

mailto:sas@nchlondon.ac.uk
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Section 4: Certification of form 

1. Confidentiality 

In accordance with the General Data Protection Regulations 2018 we require your 

consent to: 

• Hold elements of the information you have provided on an electronic 

database 

• Disclose the information to authorised members of the College staff for 

purposes connected with the investigation of your case 

2. False claims 

Submission of false or fraudulent documentation is an offence, which will be dealt 

with under the Student Code of Conduct and Disciplinary Procedures. The College 

reserves the right to check on the validity of the document(s) submitted by 

contacting any relevant third parties directly. 

 

By signing here, you confirm that you agree with the above statements and give 

your consent for the information provided to be used as detailed above. 

 

 

Name: 

Signature: 

Date: 
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ANNEX E: STUDENT COMPLAINTS PROCEDURES FLOWCHART11 

 

 

                                                           
11 Apprentices may also contact the Apprenticeship Helpdesk on 08000 150400 or by email at  nationalhelpdesk@apprenticeships.gov.uk 

mailto:nationalhelpdesk@apprenticeships.gov.uk

