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Purpose of Policy This policy sets out the process for students to 
complain about any programme of study or related 
facility or any other service provided by or on behalf 
of the University. The Complaints Procedure can be 
used to appeal all decisions made by the University 
(once the rights of appeal under the relevant policy 
have been exhau
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1. What is a complaint? 
 

1.1 A complaint is defined as an expression of dissatisfaction by one or more students 
about something UCLan has done or not done, or about the standard of service 

provided by or on behalf of UCLan, and where your student experience has been 
affected.  

 

2. Scope of the Procedure 
 

Separate procedures 
 

2.1 This Procedure will not be used for the following matters, where separate 
procedures exist:  

 
a. Academic Appeals - contact the Student Casework Team (email: 

StudentAppeals@uclan.ac.uk) 
 

b. Complaints about the Students’ Union - contact the Students’ 
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l. Reports about the behaviour of another student will be dealt with under the 
Student Disciplinary Procedure or the Fitness to Practise Procedure if the 
student is on a professionally regulated course - contact the Student Casework 
Team (email: StudentCasework@uclan.ac.uk) 

 

m. 
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4. Advice and Support 
 

4.1 The Student Casework Team can provide advice on the scope and operation of 
this Procedure (email: StudentComplaints@uclan.ac.uk). 

 

4.2 The Students’ Union Advice and Representation Centre can provide advice, 
advocacy and representation for students (email: sadvice@uclan.ac.uk).  

 

4.3 Student Services can provide access to specialist services including counselling, 
wellbeing, mental health, inclusivity and study support.  Student Wellbeing 

Advisors 

ia  
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normally be provided to those members of staff who need to see it in order for 



7.3 Action under this Procedure will normally cease if formal correspondence is 
received from a solicitor on behalf of the student, or if legal proceedings are 

instigated against the University relating to the matters complained about. 
 

8. Timescales 
 

7.4 Complaints should be raised as early as possible to enable a timely investigation 
and effective resolution.  It is important that students do all they can to meet the 

deadlines for submitting all the required information, so that complaints can be 
progressed in a timely manner.  

 
Stage 1 Complaints should normally be raised with the relevant member of staff 
immediately where possible, and normally not later than 10 working days after 
the incident giving rise to the complaint. 

 
Stage 2 Complaints should normally be lodged within 15 working days of the 
Stage 1 response or within 15 working days of the incident giving rise to the 
complaint. 

 
Stage 3 Complaints should normally be lodged within 15 working days of the 
Stage 2 response from UCLan or the final response from the partner institution. 

 
Former Students may complain within a reasonable time period, which will 
normally be within 3 calendar months of leaving UCLan.  

 
7.5 UCLan will exercise discretion where there is good reason for a complaint to be 

submitted outside these timescales.  In particular, the timescales will be adjusted 
where a student has inclusivity needs or has experienced trauma, for example, if 

there is a report of sexual misconduct or harassment.  It should be noted that it 
may be challenging to investigate matters which occurred a long time ago, 
because the passage of time may lead to difficulties obtaining evidence. 

 
7.6 Complaints will be dealt with within 90 days of receipt of a Stage 2 Complaint by 

the Student Casework Team, as recommended by the OIA.  There may be 

circumstances when, for good reason, the University will need to extend the 
timescales set out in this Procedure.  When this is the case, you will be informed 

of any delay and the reasons and will be kept regularly updated about progress. 
 

7.7 If there are circumstances where swift action is required e.g. external deadlines 
imposed by a regulatory body, this should be notified to the Student Casework 

Officer who will assess whether priority action is required and will progress the 
complaint accordingly.  

 

9. Monitoring the Process 
 

7.8 UCLan will monitor the receipt of complaints and outcomes, and an annual report 

will be made to the Academic Board.  This will include an analysis of equality issues 

and protected characteristics to ensure the Procedure is accessible and that 

outcomes are effective for all students. 

 



7.9 The report will identify themes, trends and lessons and recommended actions to 
enable UCLan to continuously improve its services for students and ensure an 

inclusive, consistent and constructive approach to complaints.  The effectiveness 
of this Procedure will be kept under review and where appropriate, changes will 
be made. 

 

  



P R O C E D U R E 
 

10.  Stage 1 – Early Resolution 
 

10.1. It is anticipated that the majority of complaints will be resolved satisfactorily on an informal 
basis and close to their point of origin.  Every effort should be made to resolve a complaint 
at the informal, local stage before a formal complaint is submitted.   

 

10.2. Initial contact should normally be made with the member of staff who is responsible for 
dealing on a day-to-day basis with the matter being complained about.  This can be face-
to-face, by phone, by e-mail or in writing.  If the complaint refers to an academic matter, the 
first point of contact should normally be the module tutor or course leader.  If the complaint 
refers to a service department such as the Library or Financial Services, it should discussed 
with the appropriate manager.  A compl



11.2 The Stage 2 Complaint Form should be completed and submitted to the Student 
Casework Team within 15 working days of the Stage 1 response or the incident 

giving rise to the complaint.    
 

11.3 The Stage 2 Complaint Form requires details of: 
 

• the nature of your complaint 

• the steps taken to attempt early resolution and the reasons why you remain 
dissatisfied, (or the reasons why informal steps have not been taken)  

• the reasonable steps that you would wish to see taken to resolve the matter. 

 
11.4 A chronology of events should be appended together with supporting evidence.  

Decisions will be based on the evidence supplied, therefore, it is important that 
you submit evidence to support your complaint, for example, copies of letters, e-

mails, screenshots, extracts from course materials or witness statements. 
 

11.5 The Student Casework Team will acknowledge 



the People Team Procedures.  You will be informed how the matter is being 
investigated and will be updated on progress.       

 

11.10 The Investigating Officer will determine the scope and conduct of the 
investigation. This will normally involve a meeting with you and any other people 
involved.  Meetings will normally be carried out separately and may be conducted 



12. Stage 3 – Review Stage 
 

12.1 Stage 3 of this Procedure may be initiated to request a review of the following: 

 

• the outcome of a Stage 2 complaint 

• 
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• a member of staff with appropriate seniority and expertise who is not 
associated with the School/Service concerned 

• a student who will normally be an elected officer of the Students’ Union.   
 

The Panel my co-opt additional members or seek specialist advice as required, 
including from external representatives.  Members of the Panel will have had no 
previous involvement in the complaint. 

 
12.7 The Panel will convene in private session to review the case and will receive 

copies of the outcome, minutes and evidence from the previous stages.  The 
Panel may request specific information from you and/or the School/Service (or 

partner institution).  

http://www.oiahe.org.uk/


13.2 The OIA will review your complaint and contact you directly to let you know what 
will happen next.  You can seek independent advice and support from the 
Students’ Union Advice and Representation Centre.  

 

13.3 After the University’s internal Student Complaints Procedure has been 
completed, learners who are registered on degree apprenticeship programmes 
also have the opportunity to raise their complaint with the Education and Skills 
Funding Agency (ESFA), if they are not satisfied with the University’s final decision 
and outcome.  You must contact the ESFA within 12 months after the issue 
happened.  You can find out about the ESFA Complaints Procedure and how to 
submit a complaint by contacting the ESFA Apprenticeship Service Support on 
08000 150 600 or at: helpdesk@manage-appretniceships.service.gov.uk or by 
visiting the Goverment ESFA Website  for their complaints procedure. 

 
13.4 The ESFA will review your complaint and contact you directly to let you know what 

will happen next.  If you are not satisfied with the ESFA response, you can contact 

the Department for Education. 
 

14. Vexatious, Malicious or Frivolous Complaints 
 

13.5 UCLan is committed to considering all matters of proper concern raised by 

students.  We may, however, decline to deal with complaints which are vexatious, 

malicious or frivolous. 

 
13.6 A complaint may be considered to be vexatious where it: 

 
• clearly does not have any serious purpose or value 

• is designed to cause disruption or annoyance, or gives rise to 
disproportionate inconvenience or expense 

• has the effect of harassing the University or its staff 

• can otherwise fairly be characterised as obsessive or unreasonable. 
 

13.7 A complaint may be considered to be malicious where: 
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Appendices 
 

Appendix 1 Complaint Form: Stage 2 

Appendix 2 Complaint Form: Stage 3 

Appendix 3 Notes for Guidance on a Stage 3 Complaint Hearing 

Appendix 4 Policy on Unacceptable Complainant Behaviour 

 
All printed or downloaded versions of this document are classified as uncontrolled.  
A controlled version is available from the University website. 

 
 



Appendix 1 

Stage 2 Complaint Form 

 

A Stage 2 complaint form should be completed: 

 
i. if having pursued the matter informally, it has not been resolved; or 

ii. if there are circumstances where it is appropriate to progress directly to stage 2 
(see the Student Complaints Procedure). 

 

Section A 

 
   

 

 

 

       Course   Year of Study 
 

Contact Email Address    
 

       Contact Address   
 

Daytime telephone no.    
 

 

 

Summary of the steps already taken to address your complaint (or the reasons why 
informal steps have not been taken): 

 
 

 

 

If you wish to request a meeting with the investigating officer, please tick this box 
 
  

Student Number 

School of Study 
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Reasonable steps you would wish to see taken to resolve your complaint: 

 
 

 

 

 

 

 

Signed: Dated: 
 

 
Please submit the following documents with this form: 

- Copies of relevant letters, e-mails, notes and other supporting documentation 

- A list of the key events in date order 
 
 
 
 



Appendix 2 

Stage 3 Complaint Form 
 

Guidance Notes 
If you are dissatisfied with the outcome at stage 2, complete this form to request a review of the decision of 
the Dean/Head of School or Director/Head of Service under stage 3 of the Complaints Procedure. A 
request for review must be submitted to the Complaints Liaison Officer within 15 working days of the date 
of the stage 2 response. 

 



 



Appendix 3 

UNIVERSITY OF CENTRAL LANCASHIRE 
 

Notes for Guidance on the Conduct of a Stage 3 Complaint Hearing 
 

1. Purpose 
 

In serious or complex cases the University may decide to convene a Complaint Review Panel 
to hear the complaint at Stage 3 of the Student Complaints Procedure. 

 
This will involve hearing the case by the Student and the response by the Dean of School or Director 
of Service (or nominee). 

 
2. The Complaint Review Panel 

 
A Complaint Review Panel (the Panel) will be convened comprising at least three members as 

follows:  
 

• the Vice-Chancellor’s nominee who will normally be a Dean of School who will act as Chair 
• a member of staff with appropriate seniority and expertise who is not associated with the 

School/Service concerned 
• a student who will normally be an elected officer of the Students’ Union.   

 
The Panel my co-opt additional members or seek specialist advice as required, including from 
external representatives.  Members of the Panel will have had no previous involvement in the 
complaint. 

 
3. Notice of a Stage 3 Complaint Hearing 

 
The Student will be given 5 working days’ notice of the hearing date and will be notified of the right 
to be accompanied by a friend who may be from the Students’ Union Advice and Representation 
Centre. 
 
The Student Casework Officer will: a. compile a bundle of documents generated by the previous 
stages of the Procedure; and b. invite the student and the Dean of School or Director of Service (or 
nominee) to submit any additional documents on which they wish to rely.  Copies of all 
documentation will be circulated to the Panel and both parties not less than 3 working days before 
the hearing. 

 
Where the complaint is about a member of staff, the response of the member of staff may be 
incorporated in the response of the Dean of School or Director of Service. 

 
4. Conduct of a Stage 3 Complaint Hearing 

 
The following procedure will normally apply at a Stage 3 hearing: 
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Appendix 4 

Policy on Unacceptable Complainant Behaviour 
 

1. 




