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Introduction and Definitions
The institution is dedicated to upholding the highest standards of integrity, fairness, and transparency.

A complaint is defined as “an expression of dissatisfaction by one or more students about something the
institution has done or not done, or about the standard of service provided by or on behalf of the institution”.

Overview

If a student has a concern that they believe might be a complaint, they should initially discuss it with their
Academic/Personal advisor. In many cases, concerns can be resolved informally by discussing them with
advisors.

If the issue is not resolved, the student may submit a formal complaint by using the relevant form available at
the Registrar’s office. The completed form, along with supporting evidence, must be submitted to the
Registrar’s Office within 10 working days of the incident/issue occurring. An acknowledgement will be issued
to the student within 3 working days of receiving the complaint.

Formal complaints submitted beyond the specified deadline will be regarded as out of time.

In instances where an issue arises that affects several students, a group complaint may be submitted. The
group should nominate a representative and all members must all agree that this person can speak and liaise
on their behalf. The response will be focused on the factors affecting the group as a whole and will not detail
individual circumstances.

Complaints Procedure
Stage One: Informal Stage

In many cases the concerns raised can be resolved with an immediate explanation and/or solution at a local
level. Therefore, it is recommended that the concern is initially raised with the student’s advisor to allow the
issue to be resolved informally, if possible. An informal complaint should be raised within 5 working days of the
incident/issue occurring.

Raising the concern with the advisor, might lead to further discussions in an effort to resolve the issue. If, after
5 working days of informing the advisor, the issue is not resolved, or if the informal stage has not addressed
the concerns, a formal complaint to the Academic Standards and Performance Committee (ASPC) may be
submitted through the Registrar’s Office under stage two. This should be completed within 5 working days of
the informal complaint outcome.

Stage Two: Formal Stage

A full investigation will be conducted by the chair of the ASPC. All information gathered during the
investigation will be reviewed by the other members of the committee and a decision will be made based on
this evidence. Once the outcome has been agreed upon, the student will receive an outcome letter via email
that will set out:

. How the complaint was investigated,

. The evidence that was reviewed,

. How the conclusion was reached, and

. If appropriate, the steps to be taken to put matters right.

The outcome letter will be sent to the student within 15 working days of receiving the formal ¢
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Stage Three: Review Stage (Open University)

If the complaint is related to academic standards, and meets the necessary grounds, the student may submit a
review request directly to the OU. The request should be submitted within 15 working days of receiving the
stage two outcome to OU Student Casework Office (studentcaseworkoffice@open.ac.uk) or by post to The
Vice-Chancellor's Delegate, Academic Services, Student Casework Office, The Open University, Walton Hall,
Milton Keynes, MK7 6AA.

An OU review request of a complaint can be made if all the following are true:

. There is a legitimate complaint about a service, or lack of service for which the institution is responsible,
impacting directly and substantively on the academic standards of the studied OU validated
programme. It must relate to a service that was expected to be provided, or an aspect of the access to
learning or learning experience with the OU which does not relate to an academic decision.

and

. It can be demonstrated that all appropriate internal procedures open to the student at the institution have
been exhausted.

and

. The institution’s internal procedures and regulations for dealing with complaints were not interpreted
or implemented correctly or fairly.

or

. That the matter has not been properly addressed by the institution’s own internal procedures.

The OU Student Casework Office will contact the student within 10 working days of the request being received
to inform the student if the request is eligible to be considered for review.

For full details of the process and what the OU will consider, please refer to OU Handbook for Validated Awards
under Appendix 1: Student Complaints and Appeals Procedures (p149). If the OU considers that there are
grounds for a review, they will consider the case within 40 working days of when the submission was received.

Office of the Independent Adjudicator for Higher Education (OIA)

Once allthe internal procedures have been completed, and still the outcome of the complaint is unsatisfactory,
there is a possibility of being able to apply for a review of the matter to the Office of the Independent
Adjudicator for Higher Education (OIA). All three stages of the complaints procedures should have been
completed before the reference to the OIA. The complaint to the OIA must be made within 12 months of
completing the complaints procedures.
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