The University of Manchester
Regulation XVIII

Student Complaints Procedure

| uction and Principles
'\fx};; p

1. A rt of its commitment to ensuring the standard and quality of its programmes of study,
serw lZ.)and facilities, the University has established this Procedure to deal with complaints from
studen omplaints provide useful feedback information and, where appropriate, will be used to
improve gy)@es and facilities.

7

2. This Procedu% vailable for students registered for programmes of study at the University. For

the purposes of t és)cedure, the term “student” will include also those who have recently been

registered as a stud&h)¥at the University.

D

3. The Procedure is not avaffable to students registered in a partner organisation on recognised
programmes of study. These/g)udents should use the mechanisms and procedures for considering
complaints which are in place Wihin the partner organisation. However, such students may be
able to submit a final request t e University for a Review of the partner organisation’s final
decision within ten working days of tl@/decision being issued if they believe that their case has not
been dealt with appropriately by the paruﬁsr organisation (see paragraph 22-24 of this Procedure).

4. The Procedure comprises a number of sta@ both informal and formal. Students who have a
complaint to make should raise it directly wit staff concerned at the earliest opportunity, as
matters that are dealt with informally at an earl ®age have the best chance of being resolved
effectively. Only where the informal procedures @/e been completed and the complainant
remains dissatisfied should the formal stage be institu t is recognised, however, that there may
be occasions where an informal approach is not appropria@&fgnd the student may wish to proceed
directly to a later stage in the procedure, giving reason doing so. In such situations, the
recipient of the complaint should decide at which stage in the edure the complaint should most
appropriately be considered, taking account of its particular nat gqnd circumstances. In respect
of particularly serious complaints, the student may write directly t ?e Director of Teaching and
Learning Support in the Teaching and Learning Support Office (TLS ithout having followed the
informal and formal stages of this procedure set out below. In such case e Director of Teaching
and Learning Support will decide whether to refer the complaint for consi efayQn by a Complaints
Panel or whether it should more appropriately be referred to an earlier stage ié% procedure.

iy

5. Formal complaints should be made as soon as possible, and in any case within 40%{@9 days of
the events or actions (or lack of actions) which have prompted the complaint. The ersity will
not normally consider complaints made after this period, unless there is a credible and elling
reason for the delay. %

6. Every reasonable effort will be made to deal promptly and efficiently with all complaints,” to
investigate them thoroughly and objectively and to seek to resolve them satisfactorily. Complaints
will be dealt with positively and constructively. If a complaint is upheld, the University will seek to
provide an appropriate response and will correct any mistakes or misunderstandings and will take
any other action as appropriate. If a complaint is not upheld then reasons for that decision will be
given.
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7. All complaints will be dealt with in confidence with the proviso that enquiries will have to be made
to investigate the matters that are the subject of the complaint. Also, an individual against whom a
complaint is made has the right to be supplied with a copy of the complaint and to comment on it. If
this presents a problem for a student who wishes their complaint to be given complete
confidentiality, he or she is advised to discuss how the complaint might be addressed with an
appropriate officer in his or her Faculty (such as the Head of Faculty Administration or the Dean of
the Faculty).

8.6)? e effectiveness of any complaints procedure depends on the University being able to collect

riate information from the parties involved in order to investigate the matter properly. For

thi %ason, anonymous complaints will not be dealt with under this Procedure. It is at the

discretigmof the member of staff receiving an anonymous complaint to determine how the matter is

handledy@©g., by taking no further action or by direction to the Public Interest Disclosure Policy
(http://docd ,Ot,s.manchester.ac.ukldisplay.aspx?DocID=28).

9. The University%{g[eat all complaints seriously and will deal with them without recrimination.
When complaints bmitted, complainants and University staff should act reasonably and fairly
towards each other afd respectfully adhere to this Procedure. Wherea complaint is shown to be
frivolous, vexatious or AQptivated by malice, disciplinary action may be taken against the
complainant under the prof" ns of Regulation XVII Conduct and Discipline of Students.

(a) The University reser he right to terminate consideration of a complaint and/or restrict
access to staff or proc es for complainants who seek, by pursuing an unreasonable
course of conduct:

i. Tobe,orare, disrupti@%‘l d/or
ii. Whose requests are ,Qsproportionate and/or unnecessary and/or cause
disproportionate and/or rep@:@efforts by members of staff.

(b) Where a complaint is found to meet t §bove criteria, the recipient of the complaint should
inform the complainant accordingly an ,@rect them to the next appropriate stage of the
Procedure. G/‘

10. The time limits set out in this Procedure will norma@be followed. However, where, for good
reason, this is not possible, the complainant will be kept in@)ped of progress.

11. The University reserves the right to postpone considering, ing with and/or responding to a
complaint when the student is pursuing legal proceedings agains aniversity.

12. Students seeking help in using this procedure, or if they are uncertair%/}o whom their complaint

should be referred, should seek advice from any of the following: @/‘
(a) the Information, Advice and Guidance Service 49 the  Atrium
(https://uomtheatrium.wordpress.com/); and

(b) an appropriate Faculty or School Officer as identified in their programm?%sook;
(c) the Students' Union Advice Service (http://manchesterstudentsunion.com/adugservice).
A quick guide to  Student Complaints is also avafgple  at
http://documents.manchester.ac.uk/display.aspx?DoclD=23875 (/

So

13. The University defines a complaint as ‘an expression of dissatisfaction by one or more students
about the University’s action or lack of action, or about the standard of service provided by or on
behalf of the University’.*

Definition and Scope of the Procedure

! Paragraph 14, OIA Good Practice Framework.
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14. The Procedure is designed for complaints in respect of the student’s experience at the University
related to:
(a) the provision of programmes, or parts of programmes of study, services or facilities by the
University;
(b) the actions or lack of actions by the University or its staff.

ackets):
/C9 appeals relating to examinations or assessments or to academic progress or against
J/expulsion or exclusion on academic grounds (Regulation XIX, Academic Appeals
cedure);
(b) Elaints involving an allegation of misconduct by a student (Regulation XVII Conduct

18&% Procedure does not cover the following, for which separate procedures exist (as noted in

and £&cipline of Students);
(c) comp involving an allegation of harassment, discrimination, victimisation and/or
bullying student or member of staff (Dignity at Work and Study Policy and Procedure),
(d) complaints @i st the Students’ Union (Code of Practice on the Students’ Union), other
than through réq]uesting a review of the outcome of any complaint against the Students’
Union having exh.ﬁ;ted the Students’ Union complaints procedure.
. o .
Information about these se te procedures can be obtained from the student or programme
handbook, the Students' Unipo@rg%ce Service or the Information, Advice and Guidance Service.
16. This Procedure can be used by stud@l% for both individual or collective complaints. It is expected
that the student(s) concerned will pursuéAne complaint personally; complaints submitted by a third
party will not be accepted unless accS@bagnied by written authorisation from the student(s).
Complaints by a group of students are of a general nature where it is usually more
appropriate for the students to raise the mat#fy with a student representative on the relevant
School or service committee in the first instance. @mplaints may then be made by the group of
students if the relevant representation system has naﬁ}}hieved a satisfactory outcome, or if this is
not thought to be an appropriate route. 962

Ox
Informal Stage — Local Resolution @

17. Most complaints can be resolved informally and, where practica% complaint should be dealt
with as close as possible to the point at which it arises. The comp @should therefore be made
initially to the appropriate member of staff who seems best placed t ggﬁal with the matter (e.g.
Academic Adviser, Personal Tutor, Programme Director, Head of Scho @plviser or Tutor in the
Hall of Residence, local service provider, or Head of the office concerne the Professional
Support Services). A student should normally expect to receive a '@ijtten or verbal

acknowledgement of receipt within five working days of making the complaint a full written
response within 20 working days of receipt of the complaint. /O/
Q
Formal Procedure O'(/

18. If the student is not satisfied with the response at the informal stage, he or she may initi a
formal complaint by completing a Complaints Form and submitting it to the relevant Faculty Office.
Copies of the Complaints Form may be obtained from School or Faculty Offices, the Students’
Union, the Information, Advice and Guidance Service and from the My Manchester student intranet
on the University website. The information to be given on the Complaints Form is as follows:

(a) details of the complaint, including the attachment of any relevant supporting evidence, e.g.,
emails and correspondence that the student wishes to have taken into account. Such
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evidence should normally be contemporaneous and capable of verification. All evidence
should be written in English or, if not, certifiably translated,;

(b) a statement of the steps already taken to try to resolve the complaint informally and why
the response has not been considered to be satisfactory;

(c) the form of resolution or redress sought.

The Faculty Office will acknowledge receipt of the Complaints Form within five working days and will

degermine whether the complaint should be dealt within the Faculty or whether the complaint should

/‘appropriately be investigated by the head of a service provider (e.g., Director of Residential

Serv the Director of IT Services, the Librarian or the Director of a professional support service). In

the eve@hat the complaint is referred to the head of a service provider, the student will be informed
gl

accordi )C\

19. The perso%ﬂling with the formal complaint (hereafter referred to as the ‘Investigator’), who must
be independé@¥of the source of the complaint, will undertake an investigation into the substance
of the complair‘ﬁ‘e jng whatever means he/she feels appropriate. If a meeting with the student
takes place, the s t may be accompanied by a fellow student, a Students’ Union officer or a
member of staff. Théqnvestigator will attempt resolution of the complaint by a means appropriate
to its nature and circumsi€dces. Such means may include:

(a) correspondence beflggen the parties;
(b) negotiation with the s t or with appropriate members of staff or with both;
(c) facilitation of a conciliati eeting between the student and the staff concerned,;
(d) if both parties agree, refern &r mediation.
f

20. Students who submit a formal complainf&fter 40 working days from the issue that prompted the
complaint, without a credible and compéMg, explanation for the late submission, will be issued
with a Completion of Procedures letter by the&%gstigator (see paragraph 32).

7,

21. It is expected that the formal procedure should no?@?lly be completed and a written response sent
to the student within 30 working days of receipt of P@/}ompleted Complaints Form. The possible
outcomes at this stage include: 962

(a) specific action to resolve the matter; (@)

(b) provision to the student of information in explanatio@e circumstances which led to the
complaint; G
(c) referral of the matter to the Complaints Panel if the co int raises serious or complex

matters which require further investigation and enquiry;
(d) dismissal of the complaint as being without foundation, with rngpg given to the student in
Q

writing. A
22. If the student is not satisfied with the outcome of the formal complaint and bel s that his or her
complaint has not been handled properly or fairly according to these procedure if the student

has new evidence which they were unable (for credible and compelling reasons) ‘}ovide with
the formal complaint, the student may request a Review (see paragraphs 23-25). GO'

Review (/
S

23. If, once a decision on the complaint has been given, the student believes that the complaint has
not been handled fairly or properly in accordance with these procedures, or if the student has new
evidence which they were unable (for credible and compelling reasons) to provide with the formal
complaint, the student may request a review by writing to the Director of Teaching and Learning
Support within ten working days of receipt of the formal response. The request should include
details of why the student remains dissatisfied and what resolution the student is seeking, and
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should include copies of correspondence exchanged during the preceding stages, and any other
relevant evidence.

24. Receipt of the request for Review will be acknowledged in writing within five working days. The
Director of Teaching and Learning Support or nominee will review the documents relating to the
case in order to determine whether the case has been handled properly and the decision is
reasonable in the light of the available evidence or if any new evidence should be accepted.

Ls4)uring the review further information may be sought from the student and/or from others
(?grjcerned. Taking account of the substance of the complaint and the previous attempts at
lution, the Director of Teaching and Learning Support or nominee will then decide on an
pénate course of action, which may include:
ific action to resolve the matter;
(b) al to the Complaints Panel or to a new Complaints Panel; or
(© dlsrﬁ%'al of the complaint as being without foundation, in which case reasons will be given

to the stu in writing.
The student s )pl usually be notified of the Director of Teaching and Learning Support’s
decision within 2 »@' ing days of receipt of the request for Review.

25.If the Reviewer dlsmlssz,@the complaint as being without foundation, there will be no further
opportunity for the complai@o be pursued within the University (see paragraph 32).

Complaints Panel G/)t

26. A complaint may be referred to the @m aints Panel by the Investigator (as set out in paragraph
21), or by the Director of Teaching and érmng Support or nominee (as explained in paragraph 4
and 23).

27. Where the matter is referred to a Complalnts nel, the Panel should normally convene to hear
the complaint within twenty working days of the ret@al. All members chosen to serve on the Panel
will be independent of the source of the complain @}Wlll be from a School not related to the
complaint. The Complaints Panel will consist of:

A Vice-President or Associate Vice-President or formeO)Nders of these positions (in the Chair);
A Head of School;

One member of academic staff, drawn from a panel appointgfrom time to time by

the Senate for this purpose; O

A representative of the Students’ Union. 6

28. The student will be entitled to attend the meeting and to be accompam@f#gy a fellow student, a
Students’ Union officer or a member of staff. The School or service depart ??that is the subject
of the complaint may be represented by up to two members of staff. If the co @lnt relates to the
actions of an individual member of staff rather than a School or service departmé&)xthat individual

/%
has the right to be informed of the substance of the complaint and to attend and be’e&;ompamed

by a fellow member of staff or Trade Union representative. GO'

29. The Complaints Panel will consider both the substance of the complaint and also the way i%ich
the complaint had been handled in the earlier stages of the procedure. Q

30. The outcomes of the Complaints Panel may include:
a. if the complaint is upheld:
i. recommendations to the Dean of Faculty, Head of School or Head of Service Provider;
ii. recommendations to University or Faculty committees in respect of relevant quality
assurance issues or other procedures or policies;
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iii. appropriate redress to the student which may include payment of compensation and
reasonable expenses;
b. if the complaint is not upheld, the student will be informed in writing with reasons for its
dismissal.

31. The conclusions and recommendations of the Complaints Panel, with reasons, should be notified
in writing to the student and other involved parties within ten working days of the meeting. If there
&s a delay in reaching a conclusion because of, for example, the need for clarification of matters
ith either party or for further information, all parties will be kept informed of progress and
%&aﬂons will be given. The student will be issued with a Completion of Procedures Letter (see

parégraph 32).

Conclusio%othe Student Complaints Procedure

/\

32. At the conclu/ of the Procedure, the student will be issued with a Completion of Procedures
Letter. There 0 other complaints procedures within the University beyond those detailed
above. Students w%believe that their case has not been dealt with properly by the University or
that the outcome is'™{nreasonable may be able to complain to the Office of the Independent
Adjudicator for Higher EQcation (OIlA) if the complaint is eligible under its rules and once all
internal procedures have concluded.
[Note: information about theAdle of the OIA and the procedure for submitting complaints can be
obtained from the Students’ Un@PAdvice Service or from the OIA website: www.oiahe.org.uk.]

Annual Report O/‘/
33. Each year, the Director of Teaching and ning Support will prepare a report for the Senate on
the number and nature of complaints, identif;,Q)any general issues that may have arisen.
7L
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