
  

 

 

 

INTO University of Gloucestershire 
Student Complaints Policy 

 

1. Purpose 

 

INTO University of Gloucestershire is committed to providing education and services of the 

highest quality. It aims to provide a supportive environment for our students and staff and is 

committed to ensuring that any complaints are addressed in an open, transparent manner to 

the satisfaction of all those involved. 

 

INTO University of Gloucestershire recognises that problems may arise of a curriculum-

related or service-related nature. These problems need to be addressed in order to ensure 

that normal high standards are maintained. We regard appropriate feedback, both negative 

and positive, as a resource to help us improve the quality of our services and provision. 

 

The policy aims to be simple, clear and fair to all parties involved. It is based on the belief 

that appropriate complaints should be carefully considered, investigated promptly and dealt 

with as closely as possible to their origins. For this reason, all complainants are asked to try 

to resolve the issue as informally as possible in the first instance within the relevant area. 

The intention is that most issues can be effectively handled at source, in a spirit of 

conciliation. Therefore, the formal complaints procedure should be seen as a last resort in 

the search for a solution.   

 

 

 

 

 

 



  

 

 

2.    Scope 

 

The complaints policy is for any student or prospective student, who seeks or receives a 

service from INTO University of Gloucestershire or any person who is directly affected by the 

activities of INTO University of Gloucestershire. It would be expected that most complaints 

from staff would follow INTO University of Gloucestershire’s Grievance Procedure although 

staff can use this policy when necessary. 

 

 

3.    Definition of a Complaint 

 

The Policy covers: 

 

• standards of service, courses or facilities provided by INTO University of Gloucestershire 

• actions or lack of actions by INTO University of Gloucestershire or its staff 

• provisions of INTO University of Gloucestershire affecting students 

 

The Policy does not cover: 

 

• matters of academic judgement or the results of internal or external assessment (refer to 

University of Gloucestershire's Academic Appeals Policy) 

• harassment and discrimination (refer to University of Gloucestershire’s Student Charter) 

 

 

 

 

 

 

 

http://www.glos.ac.uk/docs/download/Governance/academic-appeals-procedure.pdf
http://www.glos.ac.uk/docs/download/Equality/student-charter-2015-16.pdf


  

 

 

4.    Guidelines for Making and Handling Complaints 

 

All complaints will be carefully considered and be treated in a consistent manner throughout 

INTO University of Gloucestershire. All complainants will be treated equally and students 

who make complaints will not suffer any disadvantage or recrimination as a result of making 

a complaint. Only where it transpires that complaints are malicious or vexatious might there 

be recourse to disciplinary investigation and possible sanction against the complainant. 

Complaints should all be investigated promptly and sensitively, with due regard to all 

persons involved. As a general rule, complaints which are made more than three months 

after the incident or action which is the subject of the complaint will not be investigated. 

 

4.1. Confidentiality 

 

All complaints will be handled sensitively and with due consideration to confidentiality for 

all concerned. Any person or group named in a complaint, however, will be informed of 

the complaint and will have a right of reply as part of the investigative process. 

 

4.2. Anonymous Complaints 

 

Anonymous complaints are very rare. While they will be logged by the Student 

Experience team, under normal circumstances they will not be investigated. Any person 

named in an anonymous complaint will be informed and given a copy of the complaint. 

 

4.3. Help, Support and Representation in making a complaint 

 

Advice and guidance on procedures and representation are available from a number of 

sources within INTO University of Gloucestershire.  It is, however, the complainant’s 

responsibility to seek advice and support when necessary. 

 



  

 

 

5.    Learning from Complaints 

 

In order that INTO University of Gloucestershire can learn and improve as a result of 

complaints, a summary report on complaints received and their outcomes will be passed to  

the INTO University of Gloucestershire Management Team at least once per academic year. 

This will help to improve service throughout INTO University of Gloucestershire and monitor 

the effectiveness of the complaints procedure. The Student Experience team will keep 

accurate and all complete records of all complaints received and the resulting 

correspondence, interviews and actions for a period of three years and conforming to Data 

Protection guidelines. 

 

6.    Procedure 

 

The procedure should be clear and fair to all parties involved and seeks to allow issues to be 

explored in a supportive and conciliatory context. Informal resolution is encouraged at 

every stage of the process. 

 

6.1       Stage 1 - The Informal Stage 

 

INTO University of Gloucestershire believes it is in everyone’s interest to resolve 

complaints as quickly as possible, as close to the source of the problem as possible, 

and by informal means in preference to formal ones. Dealing with small problems or 

areas of concern as they arise will often prevent them becoming larger problems 

which are harder to resolve. 

 

Therefore, students are encouraged to raise any issues informally at an early stage 

and to discuss the matter with the person responsible for the issue giving rise  

to the complaint. Many apparent concerns result from misunderstandings which can  



  

 

 

often be resolved quickly and easily by talking through the matter. Discussion with 

the class teacher would be the normal route for classroom concerns. Module related 

matters may also be discussed with the relevant Programme Manager/Course Tutor. 

INTO University of Gloucestershire is also aware that there may be occasions in which 

a student feels that it would present significant difficulties to raise an issue directly 

with the member of staff concerned. In such a case the student should inform their 

Course Tutor or Programme Manager. In most cases these complaints are verbal and 

quickly resolved. 

 

6.2      Stage 2 - The Formal Stage 

 

If resolution is not possible at Stage 1 the student should submit their complaint in 

writing, using the Student Complaints form, and return this to the Head of Student 

Experience.  It may turn out that similar complaints have been received in the past 

and that the problem is already being addressed. Complainants should be aware that 

any persons or groups complained about will be informed. The Head of Student 

Experience will acknowledge receipt of the complaint in writing within 5 working 

days. 

 

The complaint will be investigated by a member of staff appointed by the Centre 

Director without delay and at least within 15 working days¹. The investigation will 

include a discussion with the complainant and any member of staff immediately 

involved. Minutes will be kept at each stage of the complaints procedure. All parties 

involved will be entitled to check and agree the accuracy of the minutes before 

distribution. These minutes will be kept confidential and retained in accordance with 

the provisions of the Data Protection Act 1998. Copies of the minutes will be given to 

the complainant and any person or group against whom the complaint is raised. 

     

¹ Working day is a normal INTO term time day 

 



  

 

 

6.2.1    On completion of the investigation, the member of staff investigating the complaint  

should give a copy of his/her decision or talk to the complainant and any person or 

groups named in the complaint without delay and at least within 5 working days of 

the decision being made. 

 

6.2.2    The outcome of the complaint must be reported back to the Centre Director.    

 

At this stage, the majority of complaints will be resolved satisfactorily with no further action 

being necessary.  However, if there are complaints which have not been resolved, or are 

considered too serious to be dealt with by INTO University of Gloucestershire, the complainant 

will proceed to Stage 3. 

 

6.3       Stage 3 - The Formal Stage Review 

 

If the complaint is not resolved to the satisfaction of the student at Stage 2, the 

student has the right to have the complaint considered by the University of 

Gloucestershire’s student complaint’s policy. Escalation to the Formal Stage Review 

will mean that the complaint will follow Stage 3 of the Formal Complaint Review set 

out in the University of Gloucestershire Student Complaints Policy.  

The Centre Director will help the student to complete a request for a formal 

investigation of their complaint.  

 

 

 

 

 

 

 

http://www.glos.ac.uk/docs/download/Governance/student-complaints-flowchart.pdf


  

 

 

Student Complaints Form 
Please note that this form is for use at Stage 2 of the Student Complaints Procedure.  Please ensure 
that you have attempted to resolve your complaint with the appropriate staff member – 
Teacher/Programme Manager (for academic related complaints) or appropriate staff in the Student 
Experience Team (for non-academic complaints) before completing this form.  The completed form 
should be returned to: Head of Student Experience, INTO University of Gloucestershire, Park Campus.  
Student Complaint Forms must be received no later than three months after a student has completed 
the year of study in which the complaint arose or within three months of the date of withdrawal, or 
beginning of an approved leave of absence from their programme of study.  

SECTION A:     DETAILS OF STUDENT 

Forename(s): 

Surname (Family Name):  

Student ID Number: 

Contact Address: 

 

Email Address: 

Daytime Telephone Number: 

Programme/Course: 

Date of notification of this Complaint: 
 

SECTION B:     DETAILS OF COMPLAINT 

 

Please explain clearly and concisely what you are complaining about and why: 

 

 

 

 

 

 

 



  

 

 

 

 

 

 

 

 
 
 
Please indicate the remedy you are seeking as a resolution to your complaint: 

 

 

 

 

SECTION C 

 

Has this complaint been raised at a local level with your Teacher/Programme Manager or appropriate 
staff in the Student Experience team:  YES / NO 

 

If ‘Yes’ with whom was it discussed?  

Name of Staff: 

Post Title: 

Date discussed: 

  

What was the outcome? (Please indicate why you are still dissatisfied) 
 
 

 

 

 
 
 
Signed: Date: 
(Your Signature)  

   


