	Complaints Procedure
	





1. Scope

1.1
These procedures deal with complaints from registered students regarding one of the following:

(i) a fellow student;

(ii) a member of Leeds Trinity staff;

(iii) 
the standard of academic provision, including Library and Learning Resources;


(iv)
a Leeds Trinity service;

(v)
the fabric of Leeds Trinity, including matters covered by the Residential Accommodation Agreement.

1.2
These procedures do not deal with complaints regarding the following:

(i)
results of Leeds Trinity examinations or assessments (these complaints are known as appeals and have procedures defined within Academic Regulations);

(ii)
equal opportunities (see ‘Policy for the Protection of Dignity at Work and Study’, Point 8.3 of the Student Directory)

(iii)
sexual and racial harassment (see ‘Policy for the Protection of Dignity at Work and Study’, Point 8.3 of the Student Directory);  

(iv)
Students' Union (see Code of Practice between the Governors of Leeds Trinity and the Students’ Union);

2. Principles and Guidance

Students have a right to complain if they feel that the quality of a Leeds Trinity service or resource is inadequate, or the conduct of a fellow student or member of staff is unsatisfactory. 

2.1
Complaints Principles


The procedures below are based on the following conditions or principles:

(i) complaints will not be made for frivolous or mischievous reasons;

(ii) complaints will not be made so long after the event that reasonable investigation and remediation cannot be effectively conducted; 


(ii)
complaints will not be made in an offensive or abusive manner;


(iii)
complainants will be registered students of Leeds Trinity; 


(iv)
complainants will follow the procedures outlined below;

(v)
Leeds Trinity will deal with every complaint individually, fairly, expeditiously, discreetly and without recrimination;

(vi) 
the complainant will be entitled to be accompanied to meetings at all stages of the complaint process by a person of his/her choosing.

2.2
Guidance


Guidance may be sought on the applicability and operation of the procedures set out below from the Director of Student Support or Student Support Administrator.
3. How to Complain

3.1
Informal Settlement


A student should, where possible, endeavour to settle any matter about which s/he feels dissatisfied on an informal and direct basis.  This would involve, for example, approaching the person whose conduct is giving cause for concern or the manager of the service about which s/he has cause for complaint.  A student may seek the involvement of the Director of Student Support in order to resolve matters expeditiously and directly.   If, after pursuing the matter informally, the student still feels s/he has cause for complaint then s/he should follow the appropriate procedure below.

3.2 
Formal Settlement


The procedures set out below should normally only be used after an unsuccessful attempt has been made to resolve the problem informally.

3.2.1
Complaints Regarding a Fellow Student
(i) 
the student shall make a written complaint to the Director of Student Support;

(ii) 
the Director of Student Support shall acknowledge the letter of complaint within seven days of receipt;

(iii) 
the Director of Student Support shall interview the complainant and the subject of the complaint separately within 21 days of receipt of the written complaint;

(iv) 
the Director of Student Support shall gather any further evidence as necessary and, if appropriate, arrange a meeting with the complainant and the subject to attempt reconciliation;

(v) 
the Director of Student Support shall decide whether the complaint is to be upheld and inform both parties in writing of:



(a)     any action to be taken;



(b)     a date on which progress will be reviewed;


(c)     right of appeal (see section 4).
(vi) 
on the review date, or as soon thereafter as possible, the Director of Student Support shall interview the complainant and the subject of the complaint separately to ascertain whether the required action has been taken;

(vii) 
if the required action has been taken then the matter shall be formally closed and taken no further and the Director of Student Support shall write to both parties to confirm this;

(viii) 
if the required action has not been taken the Director of Student Support shall invoke disciplinary procedures as necessary.

3.2.2 
Complaints Regarding a Member of Staff
(i) 
the student shall make a written complaint to the Director of Student Support;

(ii) 
the Director of Student Support shall within seven days of receipt:



(a)    acknowledge the letter of complaint

(b)  forward the letter of complaint to the member of staff's line manager.

(iii) 
the line manager shall interview the student and inform the member of staff of the complaint, where possible, within 21 days of receipt of the written complaint;

(iv) 
the line manager shall gather any further evidence as necessary and, if appropriate, arrange a meeting between herself/himself, the student and the member of staff to seek resolution;

(v) 
the line manager shall decide whether the complaint is to be upheld and, subject to third party rights, inform both parties in writing (copied to the Director of Student Support) of:



(a)     the outcome of the complaint;



(b)     any action to be taken;



(c)     a date on which progress will be reviewed;


(d)     right of appeal (see section 4).

(vi) 
on the review date, or as soon thereafter as possible, the line manager shall interview the student and the member of staff separately to ascertain whether the required action has been taken and whether further monitoring is required;

(vii) 
if the required action has been taken then the matter shall be formally closed and taken no further and the line manager shall write to both parties (copied to the Director of Student Support) to confirm this;

(viii) 
if the required action has not been taken the line manager shall consult the Director of Human Resources with regard to a possible course of action.

3.2.3
 Complaints Regarding the Standard of Academic Provision

(i)  
the student shall make a written complaint to the Director of Student Support;

(ii) 
the Director of Student Support shall within seven days of receipt;



(a)    acknowledge the letter of complaint

(b)   forward the letter of complaint to the appropriate manager, such as Head of Department of Director of Library and Learning Resources.

(iii) 
the Head of Department or Director of Library and Learning Resources shall interview the student within 21 days of receipt of the written complaint;

(iv)
the Head of Department or Director of Library and Learning Resources shall consult with colleagues and gather further evidence as necessary;

(v)
the Head of Department or Director of Library and Learning Resources shall decide whether the complaint is to be upheld and shall inform the student in writing (copied to the Director of Student Support) of:



(a)     the outcome of the complaint;



(b)     any action to be taken;



(c)     a date on which progress will be reviewed;

(d)     right of appeal (see section 4).
(vi) 
on the review date, or as soon thereafter as possible, the Head of Department or Director of Library and Learning Resources shall ascertain whether the required action has been taken;

(vii)
if the required action has been taken then the matter shall be formally closed and taken no further; the Head of Department or Director of Library and Learning Resources shall write to the student (copied to the Director of Student Support) to confirm this;

(viii)
if the required action has not been taken, the Director of Student Support will refer the matter to the Deputy Principal to determine how the matter should be taken forward.

3.2.4
Complaints Regarding a Leeds Trinity Service / Fabric of Leeds Trinity

(i)
the student shall make a written complaint to the Director of Student Support;

(ii)
the Director of Student Support shall within seven days of receipt;



(a)    acknowledge the letter of complaint;

(b)    forward the letter of complaint to the relevant service manager or section head;

(iii) 
the service manager shall interview the student within 21 days of receipt of the written complaint;

(iv)
the service manager shall decide whether the complaint is to be upheld and inform the student in writing (copied to the Director of Student Support) of:

(a)     the outcome of the complaint;

(b)     any action to be taken;

(c)     a date on which progress will be reviewed;
(d)     right of appeal (see section 4).

 (v)
on the review date, or as soon thereafter as possible, the service manager shall ascertain whether the required action has been taken;

(vi)
if the required action has been taken then the matter shall be formally closed and taken no further; the service manager shall write to the student (copied to the Director of Student Support) to confirm this;
(vii) if the required action has not been taken, the Director of Student Support will refer the matter to the appropriate member of the Strategic Management Team to determine how the matter should be taken forward.
4. Appeals against the Outcome / Handling of Complaints
If a student is dissatisfied with either the outcome of their complaint or the way in which the complaint was handled, s/he may appeal in writing within 10 days of the letter informing the student of the outcome of the complaint. Appeals should be addressed to the Principal. The Principal will investigate the case fully and will respond in writing to the student, normally within 28 days, stating the outcome of the appeal, copied to the Director of Student Support for information.
5. Case Closure


If an appeal is submitted by the deadline in 4 above, Leeds Trinity will issue a “Completion of Procedures” letter at the same time as it informs the student of the outcome of the appeal.

6. Independent External Review

If, on exhaustion of Leeds Trinity procedures detailed above, a student wishes to seek an independent external review, then they should apply to the Office of the Independent Adjudicator (OIA) within 3 months of the date of the “Completion of Procedures” letter. The “Completion of Procedures” letter will contain information on the services provided by the OIA and how to submit an application.  
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