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Student Complaints and Appeals Policy and Procedure

Introduction: aims and purpose of the document

This policy is underpinned by the Statement of Vision, Values and Faith of the
College, available online, and should be read and understood in the context of
that statement.

The Policy should be read in conjunction with Middlesex University regulations
(available online at http://www.mdx.ac.uk/about-us/policies/university-
regulations).

Step 1: Informal Discussion

In the first instance, unless it is a matter of serious professional misconduct,
concerns should be raised informally with the tutor most directly concerned. If
the student feels unable to raise their concerns with that tutor, the concerns
should be discussed with the student’s Year Group Leader.

Responsible Party: Tutor / Year Group Leader

Estimated Timeframe: As soon as possible, ideally within 10 working days of the
issue arising

Step 2: Lodging a Formal Complaint

If informal discussion does not result in a satisfactory solution, the student may
make a formal complaint to the Programme Leader who will provide a written
response. Any complaints of serious misconduct should always be made
formally and directly to the Head of Faculty.

Responsible Party: Programme Leader

Estimated Timeframe: Written response within 15 working days of receiving the
formal complaint

Step 3: Pursuing a Formal Complaint

If the student is not satisfied by the outcome of the previous stage, they may
refer the complaint directly to the Head of Faculty who will meet the student in
person and carefully consider their concerns. A written response will be made to
the student and copied to the University along with a Completion of Procedures
letter.

Responsible Party: Head of Faculty

Estimated Timeframe: Meeting and response within 20 working days of referral

Step 4: Final Appeal to the Validating University

If the student has concerns about the conduct of the process set out in steps 1-
3, they may make a final appeal to the Validating University (Middlesex
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University) in line with the procedures set out on their website. Dissatisfaction
with the outcome of step 3 is not sufficient grounds for appeal.

Responsible Party: Middlesex University Appeals Office

Estimated Timeframe: As per University's published procedures

Step 5: Review by the Office of the Independent Adjudicator (OIA)

The student can ask the OIA to review the outcome of the College and
University's complaints and academic appeals process. The request for review
should normally be submitted within twelve months of the date of the
Completion of Procedures letter.

Responsible Party: Office of the Independent Adjudicator (OIA)

Estimated Timeframe: Within 12 months of Completion of Procedures letter

Academic Complaints Procedure Flowchart

* Informal Discussion
*Who: Tutor / Year Group Leader
» Timeframe: Within 10 days of the issue (where possible) )

* Lodging a Formal Complaint

*Who: Programme Leader
* Timeframe: Written response within 15 working days of the written complaint y

* Pursuing a Formal Complaint

*Who: Head of Faculty
» Timeframe: Written response and meeting within 20 working days of the referral )

» Final Appeal to Validating University

*Who: University of Middlesex Appeals
» Timeframe: Refer to Middlesex University's own published procedures y

*Who: OIA
* Timeframe: Within 12 months of the Completion of Procedures letter

* Review by the Office of the Independent Adjudicator ]

€CC<<

Non-Academic Complaints Procedure

A non-academic complaint refers to concerns and complaints a student may
have regarding the provision of non-teaching services, such as the maintenance
of buildings, administration, or the conduct of college staff. Complaints related
to campus venue catering or local overnight accommodation providers should
be directed to the relevant establishment. Waverley Abbey College handles all
other college-related complaints according to the following procedures:
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Step 1: Informal Discussion

In the first instance, complaints should be discussed informally with the Year
Group Leader or tutor. The Programme Administrator may be involved as
needed. Most complaints are expected to be resolved at this stage.
Responsible Party: Year Leader or Tutor (with Programme Administrator as
needed)

Estimated Timeframe: Within 5 working days

Step 2: Lodging a Formal Complaint

If the student is not satisfied with the outcome of the informal discussion, they
may submit a formal complaint to the College Manager. Complaints involving
serious misconduct by staff should always be made formally and directly to the
College Manager. The student will receive a written response.

Responsible: College Manager

Estimated Timeframe: Within 10 working days of receiving the formal complaint

Step 3: Pursuing a Formal Complaint

If the student remains unsatisfied, they may request a formal face-to-face
meeting with the College Principal. The Principal will consider the concerns
carefully and provide a written response. This response is final.
Responsible: College Principal

Estimated Timeframe: Within 10 working days of the meeting request

Step 4: OIA Review

The student can ask the Office of the Independent Adjudicator (OIA) to review
the outcome of the College complaints process. The request for review should
normally be submitted within twelve months of the date of the Completion of
Procedures letter.

Responsible: Office of the Independent Adjudicator (OIA)

Estimated Timeframe: Within 12 months of the Completion of Procedures letter
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Non-Academic Complaints Procedure Flowchart

N

* Informal Discussion

*Who: Tutor / Year Group Leader/ Student Services

* Timeframe: Within 5 working days of the issue (where possible) y

N

* Lodging a Formal Complaint

*Who: College Manager

 Timeframe: Written response within 10 working days of the written complaint y

* Pursuing a Formal Complaint A

* Who: College Principal

» Timeframe: Formal face to face meeting with the student within 10 working days of the
meeting request. Y

* Review by the Office of the Independent Adjudicator
*Who: OIA
» Timeframe: Within 12 months of the Completion of Procedures letter

Assessment Marking Appeals Procedure
Step 1: Informal Discussion

All marks and final awards are provisional until confirmed by the Awards and
Progression Board held by the University.

Students may not dispute the academic or professional judgement of markers.
However, if a student is unclear about a mark, they may request a tutorial with
the first marker or their personal tutor to gain clarity and receive advice for
future assessments.

Responsible: First Marker or Personal Tutor

Estimated Timeframe: Within 7 working days of result publication

Step 2: Irregularity in Marking

If a student suspects an irregularity in the marking process, they may write to
the Academic Registrar within seven working days of the publication of results to
request an investigation.

Responsible: Academic Registrar

Estimated Timeframe: As soon as possible, depending on issue complexity and
staff availability
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Step 3: Formal Appeal to Waverley Abbey College

Appeals are not accepted against academic or professional judgement where
regulations have been followed. Mitigation claims require independent,
contemporaneous medical evidence.

Acceptable Grounds for Appeal:

- Incorrect recording or aggregation of marks

- Irregularity in assessment conduct

- Undisclosed valid circumstances affecting performance

- Demonstrable bias or prejudice by a marker

Responsible: Academic Registrar

Estimated Timeframe: As soon as possible, depending on issue complexity and
staff availability

Step 4: Appeal Submission

Appeals must be submitted in writing to the Programme Leader (or College
Principal if the Programme Leader is the marker) within 14 days of the published
results.

Responsible: Head of Faculty or College Principal

Estimated Timeframe: As soon as possible, depending on issue complexity and
staff availability

Step 5: Final Appeal to the Validating University

If the student believes that University procedures were not followed, they may
appeal directly to the University. The appeal will be handled under the
University's procedures.

Responsible: University Appeals Office

Estimated Timeframe: As per University guidelines

Step 6: OIA Review

Students may request a review by the Office of the Independent Adjudicator
(OIA) after completing the College and University appeals process. The request
should be submitted within twelve months of the Completion of Procedures
letter.

Responsible: Office of the Independent Adjudicator (OIA)

Estimated Timeframe: Within 12 months of Completion of Procedures letter
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Assessment Marking Appeal Flowchart

* Informal Discussion
*Who: First marker or Personal Tutor
* Timeframe: Within 7 working days of result publication

* Irregularity in Marking
*Who: Academic Registrar
» Timeframe: As soon as possible

» Formal Appeal to Waverley Abbey College

* Who: Academic Registrar
» Timeframe: As soon as possible

» Appeal Submission
*Who: Head of Faculty or College Principal
» Timeframe: As soon as possible

* Final Appeal to the Validating University
*Who: Middlesex University Appeals Office
» Timeframe: Refer to Middlesex University's own published procedures

 Office of the Independent Adudicator review
*Who: OIA
 Timeframe: Within 12 months of the Completion of Procedures letter
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