Student Complaints Procedure
Procedure 01: 2018 Version 01

Effective : 1 November 2018 PRIFYSGOL
. . _ BANGOR
This Procedure outlines how a Bangor University student or UNIVERSITY

former student can make a complaint about their course or
about any other service offered by the University.

Introduction

1. This Procedure is for all students or former students who want to complain about
their academic programme (course) or any other services offered by the University.
The word ‘student’ is used in this procedure for current (enrolled) and former
students. Where the issues raised affect a number of students, those students can
submit a complaint as a group complaint.

2. The Student Complaints Procedure should not be used:

e To complain about the conduct or behaviour of another student. (These
complaints should be referred to the Head of Governance and Compliance
under the University’s student disciplinary procedures).

e To complain about the conduct of a member of staff which is unrelated to the
student’s academic work or experience. (These complaints must be referred
to the_Head of Governance and Compliance in the first instance to decide
whether to refer the complaint to Human Resources).

e To appeal against the results of an academic assessment, against a decision
taken on academic progress, or regarding a final award. (The Confirmation
and Appeals Procedure is available at bangor.ac.uk/regulations).

3. The underlying principles include:

e The right of students to:

o Complain about a programme or about any other services offered by
the University.

o Have a clearly documented process for dealing with a complaint.

o Privacy and confidentiality when dealing with a complaint. Students
may indicate that they wish the Appeal or elements within it (for
example, a statement from a witness or medical evidence) to remain
confidential. However, it may be necessary to ask staff involved with
the student to comment on or respond to the statements made.

o Receive reasons for any decisions about a complaint.

o Be informed of the opportunity for further appeal.

e A complaints procedure that is non-discriminatory and unbiased.

e A procedure that recognises the interests of students, staff and the University
while ensuring fairness to all parties.

e The outcomes at each stage of a complaint must be communicated to the
student and to relevant sections of the University.

Note: In exceptional circumstances, and subject to approval by the Chair of the Senate
Regulations and Special Cases Committee, responsibilities assigned to Schools, Heads,
of School, School Officers or School Committees in this Code of Practice may be
assumed by the College, Dean of College, College Officers or College Committees
respectively, as appropriate.
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e Students, their representatives and staff members must act reasonably and
fairly towards each other, and treat the processes themselves with respect.
Complainants should note that the University has a responsibility to protect
its staff against unacceptable behaviour.

. For the purpose of this Procedure, a complaint is defined 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.
The types of complaint that can be made using the Procedure include:

e Inaccurate information about an academic programme or other service.
e Poor teaching or supervision.

¢ Insufficient facilities.

e The failing of a University service whether academic or non-academic.

. The aim of this Procedure is to resolve complaints informally. Concerns can often
be resolved informally if they are raised in a timely and reasonable manner. There
may be circumstances where a complaint may be referred immediately to the formal
stage. Such circumstances include:

e Where complaint relates to more than one section of the University.

e Where it is clear, based on the complaint and available evidence, that
informal resolution is unlikely.

. Complaints by students and former students must be submitted within 12 months of
the incident(s) that led to the complaint. The Head of Governance and Compliance
will consider whether complaints received after this deadline can be considered and
will take into account any reasons given for the late submission of the complaint.

. This Procedure includes time limits for responses to a complaint. If there is a delay,
students must be kept informed in writing and must be given an estimated timescale
for considering the complaint.

. Students can contact the Students’ Union for confidential advice and/or
representation.

. Students can be accompanied and/or represented in any meeting or correspondence
about a complaint. This includes, the Students’ Union, Personal Tutor, support
worker, a family member or a friend. If the person accompanying a student at a
meeting is a legal representative, the student must inform the Head of Governance
and Compliance in writing within 5 working days of receiving notification of the date
of a meeting. Student attendance by video conferencing is permitted, but the
strength of the connection must be tested beforehand and a land line connection
should be available as a back-up.

10.1In this Procedure, the Head of Governance and Compliance, the Head of

School/Service and the Pro Vice-Chancellor (Teaching & Learning) can delegate their
responsibilities to a nhominee.

11.In this procedure, the term ‘witness’ is used for individuals who are invited to attend

a Committee of Enquiry. Because the Committee’s role is to investigate a complaint,
its deliberations are not adversarial and therefore witnesses are not considered to
be for or against the student. The role of witnesses is to provide the Committee
with factual information that will inform the Committee’s decision. Any person



November 2018

invited to attend as a ‘witness’ can be accompanied and has the right to respond to
the complaint, in writing and at a Committee of Enquiry.

12. At any stage in this Procedure, staff involved with a complaint may determine that it

is appropriate to attempt to address the concerns by way of mediation. Such
mediation can only be pursued with the agreement of all parties to the complaint.
The process of mediation represents a ‘stepping-aside’ from the Procedure in an
attempt to reach an acceptable resolution. The Procedure will be suspended for the
duration of the mediation. A successful mediation will result in an agreed way
forward being established between all parties and a record of the agreement
reached will be retained. If mediation is not successful, the Procedure must resume
from where it was ‘suspended’.

Informal resolution processes

13.Concerns should be discussed in the first instance with a member of staff who is

associated with delivering the service (e.g. programme, module or other service).
Alternatively, the concerns can be discussed with the Personal Tutor or Senior Tutor.
General concerns can be raised through the School Staff-Student Committee. The
concerns should be reported in writing as soon as possible. It is expected that the
person receiving the complaint will respond within 10 working days.

14.If the student is not satisfied with the response after reporting concerns (See

Paragraph 13), then the student should report the concerns in writing to the Head
of School/Service. Students should describe the outcome that they would like to
see. Itis expected that the Head of School/Service will provide a response to the
complaint within 20 working days.

15.1If a student is not satisfied with the response from the Head of School/Service (see

Paragraph 14), the formal procedure should be followed (see Paragraph 16).
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Formal Complaints Procedure

Consideration by Pro Vice-Chancellor

16.Formal complaints must be sent in writing. Formal complaints must include:
e Full details of the complaint.

e A list of the steps taken to try to resolve the complaint informally, with details
of who was contacted and their response(s).

e A statement of why the student is still dissatisfied.
e A clear statement of the desired outcome.
e The student’s full name and University ID number.

17.The Head of Governance and Compliance will acknowledge the complaint within 5
working days.

18.If insufficient details have been provided, or if there is insufficient evidence to show
that an attempt has been made to resolve matters informally, the Head of
Governance and Compliance can contact the student and school/service to explore
ways to address the issues raised in the complaint.

19.Formal complaints will be sent to the Pro Vice-Chancellor (Teaching & Learning).
The Pro Vice-Chancellor (Teaching & Learning) will investigate the complaint and
the investigation can include interviews with the student and University staff. The
Pro Vice-Chancellor can choose one or more of the following options:

i. Decide that no action should be taken in response to the complaint.
ii. Refer the complaint for consideration under another University Procedure
iii.  Offer possible solutions for consideration by the student who has complained.
iv.  Refer the complaint to a Committee of Enquiry (this option will be chosen if a
complaint is particularly complex or other features of the complaint require
discussion and a decision by a Committee of Enquiry).

20.If the solutions offered under 19iii are rejected, the Pro Vice-Chancellor (Teaching &
Learning) will reconsider the complaint and choose one of the options in paragraph
19, which may include alternative solutions under 18iii.

21.The Pro Vice-Chancellor’s decision will be sent to the student by the Head of
Governance and Compliance.

22.Students can appeal against the decision of the Pro Vice-Chancellor by writing to the
Head of Governance and Compliance. The student must explain the reasons for the
appeal. The Head of Governance and Compliance will acknowledge receipt of the
appeal within 5 working days. The complaint will be sent to the Vice-Chancellor.
The Vice-Chancellor can investigate the complaint and the Vice-Chancellor’s decision
will be final. When the Vice-Chancellor’s enquiries have been completed, a
Completion of Procedures letter will be issued to the student as required by the
Office of the Independent Adjudicator (Paragraph 32).

Consideration by a Committee of Enquiry

23.1If the Pro Vice-Chancellor (Teaching & Learning) refers a complaint to a Committee
of Enquiry, the Head of Governance and Compliance will arrange a meeting of the
Committee. The Committee of Enquiry must be convened and must not consider
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the case based only on electronic communication. The members of a Committee of
Enquiry must be:

e Chair: A Pro Vice-Chancellor (but not the Pro Vice-Chancellor who
investigated the complaint as described in paragraph 19) or Dean of College
(but not the Dean of the College where the student is a student)

e 2 members of Senate (but not from the School in which the student is a
student)

e The President of the Students’ Union (or nominee)
e Secretary: The Head of Governance and Compliance

24.Members of the Committee of Enquiry must not have any links with the complainant
or the complaint, must not have a material interest in any matters relating to the
complaint, and must declare conflicts of interest.

25.The Head of Governance and Compliance will inform the student about the
composition of the Committee of Enquiry and will arrange the Committee at a time
that is convenient for the student and the Committee members. The student must
inform the Head of Governance and Compliance within 7 working days of receiving
the list of Committee members if there are any objections to the membership of the
Committee.

26.The aim is to resolve most complaints which involve a Committee of Enquiry within
2 months of the Pro Vice-Chancellor (Teaching & Learning)’s decision to refer a
complaint to a Committee. Students will be informed if there is a delay in the
process.

27.The Head of Governance and Compliance, in response to instructions from the
Chair, will arrange for witnesses to attend the Committee of Enquiry. It is good
practice for the school/service, against which a complaint has been made, to be
represented at the Committee hearing by the Head of School/Service. This ensures
that witnesses are supported and ensures that the School/Service is fully aware, at
the highest level, of the issues raised by the Committee.

28.The student can ask for a meeting of the Committee of Enquiry to be postponed if
there are mitigating circumstances. Students must ask for a postponement at least
3 working days before the date of the Committee. A Committee meeting will only
be postponed if the student provides evidence of mitigating circumstances. The
Chair of the Committee must decide whether the mitigating circumstances justify
postponing the Committee meeting.

The Committee will be held without the student if:

i.  The student, without explanation, does not attend the meeting.
ii.  The student has not contacted the Secretary at least 3 full working days
before the date of the Committee meeting to ask for a postponement.
iii.  The Chair decides that the mitigating circumstances presented by the student
don't justify a postponement.

29.The Committee of Enquiry will be conducted as follows, unless deemed otherwise
for specific reasons and with the agreement of all participants.

In a closed session:
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¢ Committee members will review the main elements of the complaint.
In an open session with all participants:

e The Chair will explain the remit of the Committee and the decisions it can
reach.

e The student can summarise the main elements of the complaint.
e The witnesses can respond to the complaint.
¢ The Committee members can question the student and witnesses.

e The witnesses can present any additional comments and/or concluding
remarks.

e The student can present any additional comments and/or concluding
remarks.

e The Chair will tell the student that the Committee’s decision will be sent in
writing when approved by the Vice-Chancellor.

In a closed session:

e The Committee will review the complaint and will approve one of the
following actions:

(i) No further enquiries are required and the Committee’s
recommendations should be conveyed to the Vice-Chancellor in a
report written by the Secretary and approved by the Chair.

(ii) No further enquiries are required and the Committee’s
recommendations should be conveyed to the Vice-Chancellor in a
report written by the Secretary and approved by the Chair after a draft
report has been considered by all Committee members.

(iii)Further enquiries are required and the Committee will be reconvened
to consider the additional evidence.

30.When a Committee is reconvened (as described in paragraph 29), it will normally
meet in closed session and will approve one of the following actions:

(i) No further enquiries are required and the Committee’s
recommendations must be conveyed to the Vice-Chancellor in a report
written by the Secretary and approved by the Chair.

(i) No further enquiries are required and the Committee’s
recommendations must be conveyed to the Vice-Chancellor in a report
written by the Secretary and approved by the Chair after a draft report
has been considered by all Committee members.

31.The student will be informed of the Vice-Chancellor’s decision in writing by the Head
of Governance and Compliance. A Completion of Procedures letter will be issued to
the student as required by the Office of the Independent Adjudicator (Paragraph
32).

32.A student who remains dissatisfied after all internal procedures have been
exhausted, and a Completion of Procedures letter has been issued, can complain to
the Office of the Independent Adjudicator. Details of this procedure are available
from the OIA website or from the Head of Governance and Compliance Registrar.
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BANGOR UNIVERSITY
EQUALITY IMPACT ASSESSMENT
TEMPLATE FOR NEW POLICY/REGULATION DEVELOPMENT

The process of Equality Impact Assessment (EIA) should be embedded into new policy development, policy review, strategic and
operational decisions! in order that inequalities and discrimination are eliminated or addressed at the earliest opportunity.

This checklist forms part of the university’s approach to equality impact assessment and should be used to assess the impact of the
policy on groups with protected characteristics as outlined by the Equality Act 2010.

EQUALITY GROUPS:
Age Disability Gender Re- Pregnancy and Welsh Language
assighment maternity
Race Religion and Sex Sexual orientation Contract Type
belief
Marriage and
civil
partnership

Note —It is good practice to consider issues relating to Welsh Language and Contract type although these areas are covered by
legislation other than the Equality Act 2010.

1 Although the word POLICY is used throughout this template it should be changed to STRATEGY / OPERATIONAL DECISION as
appropriate
8
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Policy Name or Title: -

Procedure 01: Student Complaints Procedure

bout the Policy:

What is the purpose of the Policy

This Procedure is for all students or former students who want to complain about
their academic programme (course) or any other services offered by the
University.

Who is responsible for the Policy?

Head of Governance and Compliance.

How does the Policy link to the
University’s strategic priorities?

Our Mission: “inclusive experience”.

Our Values: “safe, welcoming and inclusive environment”.

Which Groups are stakeholders in the
Policy?

Students.
Students (former students that were registered within the last 12 months).
Staff.

Will the Policy be applied uniformly to all Yes.
areas of the University?
Please state which groups the Policy Students.

applies to.

Students (former students that were registered within the last 12 months).
Staff.

Have the following been considered? (requirement of the Public Sector Equality Duty)

Could any elements of the Policy be
directly or indirectly discriminatory?

The purpose of the procedure is to ensure that there is a fair, transparent and
consistent process in place for students and former students (as defined in
Procedure 01 — Section 6.) to address complaints that they may have.
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Could the Policy be used to promote
diversity and equal opportunities?

The procedure is intended to ensure that all parties have equal opportunities and
protect the rights of all students to complain. Extenuating circumstances will be
considered in determining outcomes.

Could the Policy be used to promote
good relations?

The procedure is intended to resolve conflict at the earliest stage, and where
appropriate, in the most informal way possible. The procedure follows the OIA
“Good Practice Framework” and aims to improve services and the student
experience.

10
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Monitoring

What quantitative or qualitative data is
available to advise the Policy?

Each complaint is managed in accordance with the procedure. A reflection or
debrief occurs at the conclusion of each complaint and any recommendations to
advise the procedure are captured at this stage. Complaints are analysed annually
with trends noted and reported to relevant task groups.

Consultation

What Groups have been consulted in
drafting the Policy?

The Senate Regulations and Special Cases Committee is responsible for the
approval and amendment of this procedure.

How has consultation taken place?

Regular meetings of the key stakeholders occur each year and records kept. Any
staff member or student can suggest changes to the procedure through the Senior
Compliance and Regulations Officer.

How has consultation informed the
development of the Policy?

Consultation with key stakeholders has occurred to increase accessibility of the
procedure to users. The procedure has a set review cycle whereby developments
will be captured.

Implementation

How will the Policy be implemented?

The Senate Regulations and Special Cases Committee is responsible for the
approval and amendment of this procedure.

The procedure will be available online at www.bangor.ac.uk and also in print upon
request. Complaints procedure briefings are delivered each year and available to
all staff to attend.

Who will be responsible for the
implementation of the Policy

The Senior Compliance and Regulations Officer is responsible for managing the
procedure.

11
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Monitoring

How will the Policy be monitored to
ensure that it is achieving its aims?

Each complaint follows the procedure and any issues that arise resulting from the
procedure are reviewed at that time.

Continuous monitoring and reporting to Senate Regulations and Special Cases
Committee occurs as part of the annual University Calendar.

Who will be responsible for monitoring
the Policy?

Senate Regulations and Special Cases Committee

How will the Policy be monitored to
ensure that it does not disadvantage
particular groups?

Any equality issues that arise will be explored and any reasonable adjustments
shall be made.

When will the Policy be reviewed to see
if it is achieving its aims and objectives?

This procedure is on a 3 year review cycle however is tested each time that it is
used.

Resource implications

Training — are there any training
requirements associated with the
development, implementation or
monitoring of this Policy?

The OIA Good Practice Framework expects that all University Staff are familiar
with the Complaints Procedure.

Complaints procedure briefings are available for all staff to attend.

What are the other resource implications
of implementing the Policy (including
time and workload)

Online resources are being developed and will be made available at
www.bangor.ac.uk

RECOMMENDATIONS AND REVIEW DATE

3 years

IMPACT ASSESSMENT SIGNATURE AND DATE

Steve Barnard

27 November 2018
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Supporting Notes

EIA should not only be undertaken on policies and procedures but also strategic decisions and operational
decisions. The Equality and Human Right Commission guidance (May 2012) is: “.....policy should be broadly
understood to embrace the full range of your policies, provisions, criteria, functions, practices and activities
including the delivery of services — essentially everything you do”

The specific duty regulations do not prescribe an arrangement for undertaking EIA’s and a flexible approach can be
taken to reflect the needs of different types of policies and procedure. Ideally EIA’s should be embedded in the
process of policy development and undertaken by staff who are responsible for the policy and who have had
equality training. It may also be useful to include a member of staff from outside the immediate group who could
bring a fresh perspective to discussions.

There is a legal requirement to consider each of the protected characteristics under Public Sector Equality Duties
specific to Wales. It may be appropriate to consider Welsh language requirements and contract type employment
issues which are covered by separate pieces of legislation

The key elements of an EIA are:

What is it (policy, process, strategy)?

Who is responsible?

Who does it effect?

What evidence is there to advice the process?

Who has been consulted?

Based on the evidence — are there problems?

Can anything be done to positively aid equality of opportunity?
Plans for monitoring and review

Recording the outcome and sign off.

Consider how the EIA will be recorded? At the moment the University does not have a central data base for
recording EIA or for publishing. As a suggestion, you may want to consider recording on the cover sheet of the

13
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Policy when the EIA was done, by whom and where is can be accessed. An EIA file could be held on the Unit /
department / Services computer drive as a repository for all EIA’s in the areas remit.
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