Student Complaints Procedure
In which circumstances would you use this procedure?

· When you wish to complain about the provision of your programme of study (for example a lack of reasonably priced resources).
· When you wish to complain about the facilities of SGUL (e.g. Horton Halls, Library).
· When you are unhappy with a member of staff’s specific actions, behaviour or the performance of his/her professional duties in teaching, research, administration or a support role. 
· When you are unhappy about the behaviour or actions of another St George’s student.
· When you feel that action taken by individuals (for example a member of Registry or the Planning and Secretariat Office staff) under the initial (informal or semi-formal) stages of any other procedure is inappropriate or inadequate.
· When you are unhappy about the behaviour or actions of any person attached to SGUL – even if they are not employed directly by SGUL. 
When wouldn’t you use this procedure?

· When going through the secondary (formal) stage of another procedure and an SGUL committee makes a decision you disagree with, you cannot use this complaints procedure to appeal against the decision of that committee.  You must use the appeals process within that specific procedure.

· You cannot use this procedure to complain about Examination Board decisions or request a review of these decisions.  For this, you must use the ‘Examinations Representation Procedure’.
· If you consider yourself to be the victim of either Sexual/Racial Harassment or Bullying by other students or by members of SGUL staff, you should follow the procedures laid down in SGUL’s Policy Documents on “Sexual and Racial Harassment” and “Bullying”.
· This procedure does not apply to applicants to SGUL.  Applicants should speak to Sara Doherty (Head of Student Services) who will deal with the complaint. 
· When you are unhappy about the behaviour or actions of a member of hospital staff – these complaints should be made to the Registry who will deal directly with the appropriate Trust.
· Remember that there are limitations to Registry’s powers – they cannot, for example, investigate complaints about criminal behaviour – in all of these kinds of cases, Registry are likely to refer the student to the police, and will base their internal investigation on any information from the police.

Please note that vexatious or unfounded complaints will be treated seriously by the Registry –you cannot use this procedure to make unfounded claims or those that are without substance.

The procedure
Initial stage: informal and semi-formal procedures 

· As far as possible complaints should be handled at an informal or semi-formal level in order to resolve problems quickly and simply with the minimum level of disruption to you and SGUL’s main activities.

Complaints about a member of staff

· If you wish to complain about a member of staff, you should seek the advice of the President or Vice-President (Education and Welfare) of the Students’ Union.  If they consider it appropriate, they will suggest to you a member of staff who will take the matter further. Anything you say to the President or Vice-President will remain completely confidential and they will not take further action without your express permission.

· Depending on the complaint, and of course how you wish proceed with it, the Students’ Union may advise you to directly approach the person you are complaining about, or the person who is responsible for the area of the complaint.  
· Alternatively, the Students’ Union may advise you to approach the member of staff accountable for the person you are complaining about (i.e. their boss) for help and advice in resolving the problem. For example; his/her Head of Department or Division, a Dean, the Chair of the Academic Quality Assurance Committee, the Chair of the Research Degrees Committee or the Academic Registrar or another member of SGUL’s academic or administrative staff.
· No matter how you wish to approach the staff member(s) involved, the Students’ Union will support you.  This can be in the form of the Vice President of the SU arranging and coming with you to any meetings you wish to have with the staff member.
If a teacher fails to attend a scheduled teaching session

This will be dealt with at a semi-formal level by a designated member of staff.   Please fill out a “Teacher Attendance Form” (pick one up from The Student Centre or Student Union Offices).  It should be completed by one of the students from the group concerned and returned to the member of the administrative staff named on the form.   Normally this member of staff will handle the complaint and steps will be taken as far as possible to arrange for the teaching to be delivered on an alternative date or other action as appropriate.

Complaints about another student

· Students who wish to complain about the behaviour of another student(s) should seek the advice of Assistant Registrar (Student Affairs) or another member of Registry staff.  She will, if she considers it appropriate, investigate the matter and take appropriate action, which may include dealing with the complaint under another procedure
· Generally, Registry will not take action if you do not feel comfortable with this – they will work together with you (and the student you are complaining about if appropriate).  
· It is rarely necessary to keep your details anonymous, but sometimes we will do this.  
· The only time Registry will proceed without your permission is when we think the person you have complained about poses a danger to themselves or others.  
Complaints about the general standard or delivery of teaching

· For complaints of this nature, you should first tell your year representative(s) who will take the complaint to your course committee.
· If you wish, you can also send a letter to the Head of the Planning & Secretariat officer, informing them of the complaint.  They will then investigate it and if they decides that the complaint is legitimate, they will inform the Chair of the Academic Quality Assurance Committee who will then ensure that the steps taken to address it are appropriate and effective. 
Secondary stage: formal procedures

· If you think that your complaint has not been resolved by the initial stage of the procedure, you can move to this secondary stage.  Or if you think the problem is so serious that it cannot be resolved by the initial stage, you can jump straight to this point of the procedure. However, you should really consider the advice of the Registry and S.U. in coming to the decision about the seriousness of your problem, as the vast majority of problems can be solved with the initial stage of the procedure.
· This involves making a formal complaint to the Principal.
· You need to write a statement saying clearly what the complaint is, who it is about and what you want to be done about it.

· This statement must be submitted to the Assistant Registrar (Student Affairs) in Registry, usually within three calendar months of the incident you are complaining about.  There are exceptions to this 3 month rule however – if you have a good reason for not submitting the complaint earlier, it might still be accepted.  Also, if you have worked to solve your problem informally within 3 months of the incident and this breaks down, Registry will allow you to continue the process.
· She will then forward the complaint onto the Principal.

· If the Principal thinks that your complaint is worthy of investigation, he/she will ask the Assistant Registrar (Student Affairs) to appoint an Investigating Officer (a member of staff previously unconnected with the complaint) who will investigate your complaint.  If the Principal does not think your complaint is worth investigating, he/she will reject your complaint with reasons given in writing. 
· Within 15 days of the Investigating Officer being appointed he/she will prepare a detailed report for the Principal about the circumstances surrounding your complaint with a recommendation for further action.  Where an investigation can’t be completed in the 15 day timeframe, Registry will write and tell you why this is the case – there will always be a good reason for it extending beyond 15 working days!  Sometimes complicated cases take slightly longer than this to investigate and write up – also, long holiday periods, such as Christmas may create slight delays, but Registry will always keep you in the loop.
· A copy of the report will be sent to you, although the rights of any third party shall be protected, for example through anonymising of personal details.

· The Principal usually (but not always) follows the action that the Investigating Officer has recommended.  The Principal may ask another member of staff to take this action on his behalf; you will be told if this has happened.  
· You will be informed by the Assistant Registrar (Student Affairs) of the steps taken by SGUL to address the complaint, including any appropriate remedial action.  You will usually be told within one month of your formal complaint being made.  You will be told if it cannot be investigated within a month.
Appealing the decision
You must have a good reason to appeal the decision.
You can appeal if any of the following grounds applies to your case:

(a)
There is new relevant and substantial evidence available which could not reasonably have been presented previously.  There needs to be a very good reason why you did not previously present the evidence though.

(b)
There has been a procedural irregularity (this happens extremely rarely).

(c) The penalty applied is manifestly unreasonable and out of line with previous cases of a similar nature.

(d) No action has been taken under the formal procedures within 3 months of the complaint being made.

To make an appeal you need to do the following:

1. Write a letter to the Head of the Planning and Secretariat Office stating on which of the above grounds you are appealing, along with your reasons for appealing.

2. Post this within 10 working days from the date you were notified in writing of the Discretionary Panel’s decision.

3. If you are appealing under (a) above, you need to provide evidence (doctors letters, letters from the SGUL counselling service, divorce papers, death certificates, etc.).  Just a statement saying what happened will not suffice.  You must also state the reasons why you were unable to supply this evidence to the original meeting of the Discretionary Panel.

4. Any evidence you provide will help your case – it is always better to provide too much evidence than not enough so do what you can to collect as much evidence as possible.

5. The Planning and Secretariat Office will present your case to the Chair of Council, who will then decide if your appeal is valid, and whether an Appeals Committee should be convened.  

6. If she decides that it is valid, you will be told that an Appeals Committee meeting will be held to decide on the outcome to your appeal, along with who will be on the committee and the date it will be held 

7. You will have 10 working days to prepare your case, after which you must submit all the materials you have for your case to the Planning and Secretariat Office.

8. The case that you intend to rely on for your appeal should include the following:

· A statement stating why you are appealing and why you think your appeal should be successful.

· If you are relying on mitigating circumstances, you need to prove these circumstances with evidence (for example a doctor’s letter or divorce papers).  You also need to prove (with evidence) the reason you couldn’t tell Registry these circumstances before.

9. You will be sent the case against you 5 working days before the hearing.

10. You then need to attend the meeting and put forward your case.  You can bring along a friend, relative, SU officer, your personal tutor, a lawyer or another representative to the hearing if you wish.

11. At the meeting, you will be asked to present your case, people can be asked to give evidence and you will be asked questions by the Committee members. You will then be asked to step out and the Committee members will discuss your case and decide how to proceed.

Some tips for the hearing from the Students’ Union:

· It is strongly advised that you bring a representative and that you have clearly discussed the role you wish for your representative to take at the meeting.  Are they there for moral support only, or do you want them to speak on your behalf at any point?  Or should they just remind you if you forget something?

· Before the hearing, note down exactly what you want to achieve from it.

· Remember to stick to what you have said in your statement – try to stick to the point and not go off on a tangent as it will look unprofessional.

· Be completely truthful – the committee will be able to see straight through any wrong answers you give them, and the verdict will almost certainly be bad if you get caught lying to them!

· Remain professional at all times.  If you begin feeling emotional take some deep breaths and try not get angry or upset, this will come across badly and the committee members may make the assumption that you are not up to appealing a decision previously by another committee.

· Remember that the Committee hears both sides of the story (yours and The School’s) so The Principal or his/her nominee will have exactly the same rights as you when speaking on behalf of The School.

12. They will give you a written report, giving reasons for any decisions, including any appropriate remedial action or any recommendations to Council for further action under SGUL’s disciplinary arrangements for staff or students. You will be notified of the outcome within fourteen days of the Committee meeting.
The decision of the Chair of Council not to appoint an Appeals Committee, or any decision made by the Appeals Committee will be final and will conclude SGUL's internal procedures.  You will be notified of the final decision within 10 working days of this decision being taken. You will also be issued with a completion of procedure statement. You will need this, if you wish the appeal to the Independent adjudicator of Higher Education (O.I.A.) to review your case.  The O.I.A is an external body that reviews all higher educational establishments in the U.K.

Throughout this procedure, the judgement of the Principal will be final.

If you have any questions about this procedure, or any other St George’s procedure, please contact:

If you have any questions about this procedure, or any other St George’s procedure, please contact the:

Assistant Registrar (Student Affairs), Deputy Academic Registrar, or Academic Registrar, in Registry.

Email: rbevilac@sgul.ac.uk
OR

The Vice President (Education & Welfare) of the Students’ Union.  

Email: vpeducation@su.sgul.ac.uk
