
APPENDIX 2 - COLLEGE PROCEDURES

Student Complaints and Academic Appeals Procedure

● This procedure needs to be taken in conjunction with standard complaints and appeals
procedures of University of Chester. We affirm that there will be no discrimination in the
case of students who make a complaint or mount an appeal.

Definitions

● By ‘complaint’ we understand ‘an expression of specific concern raised by one or more
students about the standard of the provision provided by the College, in relation both to
the service it offers and to student learning opportunities’.

● An ‘academic appeal’ in this context is a request by a student, or group of students, to review a

decision relating to a mark or set of marks awarded, progression, or awards.

● Faculty is a term referring to College teaching staff.

Complaints

● As a Christian institution that takes its commitment to its students very seriously, we are

quick to respond to concerns raised by students and expect that, in the large majority of

cases, complaints can be dealt with amicably and in a spirit of fellowship and cooperation.

● Minor complaints and suggestions for general improvements would normally come through

the Student Representatives, who have regular Student Faculty meetings and Board of

Studies (BoS) with Vice-Principals. Students are also welcome to arrange a one-to-one

meeting with a member of Faculty, the Student Liaison Officer or other member of AoG

staff.

● Where there are causes of concern that cannot be dealt with adequately or appropriately

through Student Representatives, we ask students to raise those concerns informally, as

soon as possible, with a Vice-Principal for issues relating to student life or academic related

issues, including complaints about members of Faculty. The Vice-Principals will do all they

can to resolve the issues of concern – in consultation with each other.

● NB. If the complaint involves a Vice-Principal, the initial complaint may be made to an

alternative Vice-Principal, whatever the subject.

Complaints Procedure (non-academic)

● If concerns remain, then a student may make a formal complaint, in writing, to the Board of

Governors (BG), giving as much detail as possible about the non-academic issue(s). The

complaint will be discussed by them, who will contact the student within two weeks of the

receipt of the complaint, to discuss the matter further. A formal response, outlining

proposed action, will be given to the student within two weeks, from the time of that second
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contact between the BG and the student. Where appropriate the BG will consult with, and if

necessary refer the complaint on to, relevant outside bodies.

● If the student is still not satisfied, the members of the BG who represent the Board of

Directors will nominate an appropriately qualified independent mediator to investigate the

complaint(s) further. The adjudicator will contact the student within two weeks, and, if

necessary, arrange a meeting. The mediator will also talk to the BG and relevant College

personnel. Within one week of those discussions, the mediator will give a verdict, in writing,

to the student and to the BG, as to whether or not the complaint was justified, and what

further action should be taken.

● Please note that in any meetings with the student to discuss matters further, formal or

informal, the student is welcome to have a friend present. Whilst we hope it will not be

necessary, if at any stage the student wants to seek legal representation (and particularly if

the student wants to have a legal representative present at any meetings), the College needs

to be informed so as to be able, if necessary, to seek its own legal representation.

● Full written records will be kept at each of the formal stages. They will be kept confidential.

● Once the complaints procedure has been completed, the BG will send a Completion of

Procedures letter to the student. This letter will confirm that all complaints procedures have

been correctly followed, and will indicate what action is to be taken, or why the complaint

has been rejected.

● Where a student feels unable to make the complaint directly, he or she may nominate a

representative.

● Where several students are bringing a complaint, the group, too, should nominate a

representative. The above procedure, including the time frame will apply to representatives.

Academic Appeals

● Any student who is concerned about his or her initial grade may discuss this with their tutor.

If it is found that there has been an irregularity, which may include ambiguity in the

assessment instructions or tutorial guidance, then this may be communicated, with the

tutor’s agreement, to the appropriate Vice Principal and then, where appropriate, to the

Faculty member performing the moderation of the module. This may occasionally lead to the

raising or lowering of marks, though this will often affect the whole class rather than an

individual.

● Please note, though, that there are no grounds for appeal against a marker’s academic

judgement.

● Appeals are possible only on the basis of procedural errors, such as incorrect assessment

information being provided, administrative errors such as incorrect calculation of results, or

extenuating circumstances that for some reason were not declared in advance in the usual

way.

● If marks have not yet been agreed by a Module Assessment Board (MAB), it may be possible

to settle these matters internally; if the marks have been agreed at a MAB, students must

use the formal Appeals Procedure.

● Issues relating to progression and awards need to be taken up in an appeal directly to the

University of Chester.
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● The University has an appeals procedure; students wishing to appeal should contact the

Students' Union in the first instance, noting that the deadline for submission of an appeal is

10 days from the date the results were published on the Portal. Grounds for appeal are

strictly limited and students should note that they may not appeal against academic

judgement.

● Here is a link to the Chester Students' Union: https://www.chestersu.com/

Office of the Independent Adjudicator (OIA)

● The College is a member of the OIA scheme. If a student has completed all internal

complaints procedures, and all attempts to resolve the matter internally are still deemed

unsatisfactory, a student may be able to appeal to the OIA, subject to their remit:

● https://www.oiahe.org.uk/students/can-you-complain-to-us/

https://www.oiahe.org.uk/students/how-to-complain-to-us/
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