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Formal Complaint Form & Guidance Notes

It is the policy of the University to resolve as quickly and fairly as possible any complaint a student may have, as an individual, about their experience of any services provided by the University or by the Students’ Union.

The University will not investigate complaints which are made anonymously.

These procedures do not relate to exceptional Mitigating Circumstances (e.g. illness) or if you are appealing a decision made by the Board of Examiners. These are dealt with under separate procedures -see "Procedures for the Consideration of Claims of Mitigating Circumstances" “and Procedures for making Appeals”.

	Q
	HOW DO I MAKE A COMPLAINT?

	A
	In the case of any cause for complaint, as a first step, the student should normally seek to resolve it with the appropriate tutor or other individual. In many cases, that person can best respond to the complaint. This can be in the form of a letter or email. A student should make this initial approach as soon as possible after the event or series of events, which prompted the complaint. 
However, if the complaint cannot be resolved by this informal approach then the student has the right to use the formal complaints procedure and form below.

Please see the “student complaints procedure document”.



	Q
	I HAVE BEEN UNABLE TO RESOLVE MY COMPLAINT INFORMALLY, WHAT CAN I DO NOW?

	A
	If you remain dissatisfied with the action the department proposes you should complete the Formal Complaints Form and return it to the University’s Complaints and Appeals Officer who will raise the matter with the relevant Head of Department. 


	Q
	WHAT HAPPENS AFTER I HAND MY FORMAL COMPLAINT IN?

	A
	The Complaints and Appeals Officer will raise the matter with the relevant Head of Department within 3 working days. Where the complaint is about or directly involves the Head of Department, the complaint will be considered by another Head of Department. 

The Head of Department, after reviewing the case, may identify simple and remedial action which may be taken to remedy the complaint to the satisfaction of the student. In such cases, the Head of Department will propose such action in writing to you and will submit a report to the University’s Complaints Officer. 

In cases where simple and remedial action cannot be taken, the complaint will be investigated by the Head of Department concerned, who will arrange to meet with you  within ten working days to discuss the complaint in detail. The Head of Department will then forward to the Complaints Officer a full written response to your complaint which will detail the nature of the complaint and the findings of any investigation carried out. You should receive this response within 5 working days of the meeting. 
If the complaint is considered justified you will be informed of the action taken to resolve or redress the complaint. If the complaint is not upheld, you should receive an explanation of the reason for this decision. 

	Q
	WHAT HAPPENS IF I’M NOT HAPPY WITH THE OUTCOME IN STAGE 1?

	A
	If you remain dissatisfied with the outcome of your complaint you may request a final internal review of the complaint by writing to the Complaints and Appeals Officer within 10 working of receiving the outcome of the Stage One investigation. 

The Complaints & Appeals Officer will forward the complaint within three working days to the Deputy Vice Chancellor when a complaint relates to an Academic Department or the Registrar and Secretary when a complaint relates to a Service Department.

Within 5 working days the Deputy Vice Chancellor or the Registrar and Secretary will review the complaint and the associated evidence. The outcome of the review will either be:

a) There are no grounds for taking the matter further in which case the Complaints & Appeals Officer will advise you in writing and issue a Completion of Procedures letter.

or

b) That there is merit to the case which could be easily remedied in which case it will be referred to the Head of Department who will be asked to review the complaint and respond within 5 working days.

c) There are grounds for a consideration and further review where appropriate. In this instance a Complaints Committee will be convened within 20 working days, if this is not possible you will be kept informed in writing of the progress. The outcome of the Committee will be sent in writing by the Head of Registry Services to all parties within 10 working days of the Committee. If the complaint is justified you will be informed of the action taken to resolve or address the complaint if the complaint is not upheld you will receive an explanation of the reason for this decision.

The stage two complaints committee forms the final stage of the procedure. You will be issued with a completion of Procedures letter. 



	Q
	WHERE CAN I GO FOR ADVICE REGARDING MY COMPLAINT?

	A
	If you have any queries about submitting a complaint or the complaints procedure, in the first instance please contact the Complaints and Appeals Officer, Louise Heath, 01905 855396 or contact the Students Advice Bureau in the Students Union.



[image: image2.png]a) University
of Worcester




FORMAL COMPLAINTS FORM

Before completing this form, students are advised to as a first step, seek to resolve the problem with the appropriate tutor or other individual. In many cases, that person can best respond to the complaint. 

As part of the investigation of your complaint, any member of staff mentioned will be made aware of the complaint, as will the Head of the Academic or Service Department involved.

Please also read the accompanying notes and the separate complaints procedures in the student handbook.  Full details available from the Registry Services web site.

	Section One – Your details



	FULL NAME


	     

	STUDENT ID NUMBER


	     

	PROGRAMME OF STUDY


	     

	CONTACT ADDRESS & TELEPHONE NUMBER 


	     



	Section Two - Nature of the Complaint:



	1. Reason(s) for complaint:



	2. Action(s) taken so far to resolve the issue:



	3. Desired Resolution(s) of issue(s)

	

	


Signature







Date
	
	


Please ensure appropriate documentary evidence is enclosed in order for your complaint to be considered further.

For your own records, please ensure you keep a copy of the Complaint Form and any other documentary evidence. 
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