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1.0 Rationale and principles which this policy seeks to uphold 

 
1.1 The University will offer students a supportive learning environment and a programme of 

study conducive to student achievement of graduation requirements. 
 
1.2 The University observes its own responsibilities for student progress notwithstanding a 

student’s primary responsibility for his/her own active participation in the programme of 
study and engagement with the learning environment. 

 
1.3 The University defines expected standards of personal and academic conduct of students 

within its policy framework, and has measures in place to support student compliance with 
these standards. 

 
1.4 Equally, a student may bring a grievance against the University should he/she believe the 

University has failed in its duty to provide a supportive learning environment. 
 

2.0 Scope 
 
2.1 Applies to all students enrolled in a programme of study offered by the University. 

 
2.2 Refers to services provided by the University. 

 
2.3 Does not apply if the circumstance in question is dealt with under the terms of another 

University policy (e.g. Academic Appeals). 
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3.0 Definitions 
 

3.1 ‘Services’ include but are not limited to: 
 

3.1.1 facilities for learning and teaching; 
3.1.2 resources for learning and teaching; 
3.1.3 support for learning and teaching; 
3.1.4 pastoral support and careers guidance; 
3.1.5 administration. 

 
4.0 Policy 

 
4.1 Students may bring a grievance against the University should they believe the University 

has failed in its responsibility for the provision of services supportive of learning. 
 

4.2 The University will reject student grievances that are anonymous or that are made by 
anyone other than a student enrolled in a programme of study at the University. 

 

4.3 The University will ensure that student complaints are addressed in an equitable, objective 
and unbiased manner, and that the complainant receives an appropriate response in a 
timely manner. 

 

4.4 As far as is possible and equable, the University aims to resolve grievances informally, for 
the benefit of students and to avoid unnecessary disruption to their learning and teaching. 

 

4.5 No student will be disadvantaged for bringing a genuine grievance, whether or not the 
grievance is upheld.   

 

4.6 Grievances that are malicious in intent or fallacious in claims may bring penalties against 
the student within the terms of the University policy on Student Discipline. 

 

4.7 The University will address student complaints without prejudice to any action against the 
student that is legitimate within the policy on Student Discipline. 

 

4.8 The University will not consider student grievances that are submitted 6 months or more 
after the alleged matter, other than in cases of exceptional mitigating circumstances. 

 

4.9 Students should be able to demonstrate that, prior to bringing a formal grievance, they 
have made every effort to resolve a problem through other means. This rule does not 
apply if the nature of the grievance gives due cause for the student to bring the matter as a 
grievance immediately or without reference to other individuals implied in the grievance. 

 
5.0 Procedures 

 
5.1 Stage One: Informal Grievance 

 
5.1.1 the student should raise the grievance with the member of staff with responsibility 

for the matter in question (e.g. tutor, supervisor, person with responsibility for 
implementation of a procedure); 

5.1.2 the student should arrange to address the grievance by organising an appointment 
with the member of staff identified in 5.1.1; 
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5.1.3 if the student is uncomfortable addressing that member of staff directly, or if that 
member of staff does not make him/herself readily available, the student should 
contact the relevant Dean (if the grievance relates to a Faculty) or relevant the Head 
of department (if the grievance relates to an administrative department) to organise 
an appointment; 

5.1.4 the member of staff identified in 5.1.1 or the relevant Dean or the relevant Head of 
department (with whom the student has raised the grievance) are mandated to try 
to resolve the informal grievance at this stage; 

5.1.5 in cases where the grievance involves a Dean and/or a Head of department, the 
student should progress directly to Stage Two; 

 
5.2 Stage Two: Formal Grievance  

 
5.2.1 if the grievance is unable to be resolved by the student and the member of staff with 

whom the grievance has been raised in Stage One, the student may submit a formal 
grievance in writing, using the standard form (Appendix A). The form is submitted to 
the Registrar and Chief Administrative Officer; 

5.2.2 the Registrar and Chief Administrative Officer will meet with the student and set out 
how the University will address the matter; 

5.2.3 the student can normally expect to be notified within three weeks of the meeting; 
5.2.4 in complex cases where the grievance requires longer to resolve, the student can 

expect to be kept informed of the progress of the grievance on a timely basis; 
5.2.5 the student will receive written notice from the Registrar and Chief Administrative 

Officer of the outcome(s) of any action taken and any future steps pending; 
5.2.6 in cases where the grievance involves the Registrar and Chief Administrative Officer, 

the student should submit the formal grievance in writing to the Vice Chancellor; in 
such cases the Vice Chancellor will assume the role of the Registrar and Chief 
Administrative Officer as detailed in 5.2.2 and 5.2.5; 

5.2.7 in cases where the grievance involves the Vice Chancellor, the student should submit 
the formal grievance in writing to the Clerk to the University Council; the Clerk to the 
University Council will identify a member of the University Council to assume the 
role of the Registrar and Chief Administrative Officer as detailed in 5.2.2 and 5.2.5; 

 
5.3 If the student is not satisfied with the outcome(s) of a Stage Two Formal Grievance, he/she 

may appeal the decision subject to specific grounds. 
 
5.4 The grounds on which a student may appeal a Stage Two decision are restricted to the 

following (no other appeals will be entertained): 
 

5.4.1 there is evidence that the Stage Two investigation did not include in its deliberations 
all relevant issues, and any relevant issues identified as not included at Stage Two 
are material to the decision and do not constitute a new basis for complaint; 

5.4.2 there is evidence that the Stage Two investigation was not operated in accordance 
with University policies. 

 
5.5 Stage Three: Appeals 

 
5.5.1 the jurisdiction of the Vice Chancellor or the Clerk to the University Council is limited 

to investigation of the actions and outcomes at Stages One and Two; 
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5.5.2 if the student has grounds to appeal a Stage Two decision as detailed in 5.4, he/she 
should submit their appeal in writing using the standard form, for submission to the 
Vice Chancellor; 

5.5.3 the Vice Chancellor will meet with those involved at Stage Two, and if necessary 
Stage One; 

5.5.4 the student will receive written confirmation of the outcomes of the Vice 
Chancellor’s investigation, and any actions outstanding, within 3 weeks of the date 
of submission; 

5.5.5 in cases where the grievance involves the Vice Chancellor, the student should submit 
their appeal in writing to the Clerk to the University Council; the Clerk to the 
University Council will identify a member of the University Council to assume the 
role of the Vice Chancellor as detailed in 5.8 and 5.9; 

5.5.6 the notice of a Stage Three appeal is final and will bring the University’s investigation 
to a close.  
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Stage One: INFORMAL GRIEVANCE FORM 

Students should complete this form as evidence that due measures were taken before initiating 

Stage Two. 

 

 

 

 

Details of the grievance: 

 

 

 

 

 

 

 

 

 

 

By signing this form, I declare the information provided by me to be true and correct. 

 

Signature: 

 

Date: 

 

Outcome of informal grievance:   

 

 

 

 

Name: 

Student ID: 

Programme:  
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Stage Two: FORMAL GRIEVANCE FORM 

 

 

 

 

Has any action been taken under Stage One (informal grievance)? 

Yes / No    (please circle) 

 

 

If NO, please give reasons why 

 

 

Describe your complaint in detail.  

 

 

 

 

 

 

 

 

By signing this form, I declare the information provided by me to be true and correct. 

Signature: 

 

 

 

Date:  

Name: 

Student ID: 

Programme:  

If no, explain why not 

If yes, explain what was the outcome 

Summarise the matter your grievance concerns 
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For office use only 

 

Meeting convened on: _______________ 

 

Attendees: _______________ 

 

Outcome of formal grievance 

    

 

 

 

 

 

 

Letter sent to student on: ______________ 

 

 

__________________________________     

Registrar and Chief Administrative Officer/Vice Chancellor/University Council member    

 

_______________  

Date 

 

Copied to: Named parties □              Personal Tutor □                 HoSA □ 
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Stage Three: APPEALS FORM 

 

 

 

 

 

Has any action been taken under Stage One and Stage Two? 

Yes / No    (please circle) 

 

 

If NO, please give reasons why 

 

 

Describe your complaint in detail.  

 

 

 

 

 

 

 

 

By signing this form, I declare the information provided by me to be true and correct. 

 

Signature: 

 

Date: 

  

Name: 

Student ID: 

Programme:  

If no, explain why not 

If yes, explain what was the outcome 

State the grounds on which you are appealing – any appeal submitted without evidence or outwith the 

grounds identified by the Student Grievance policy will be rejected 
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For office use: 

 

 

Meeting convened on: _______________ 

 

Attendees: _______________ 

 

Outcome of appeal 

 

 

 

 

 

 

 

 

 

 

 

Letter sent to the student on: ______________ 

 

 

__________________________________    _______________ 

Vice Chancellor/University Council member     Date 

 

 

Copied to: Named parties □          Personal Tutor □        Registrar □ Vice Chancellor □     HoSA □  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This concludes the student complaints procedure 


