The Complaint Mediation and Resolution Procedure 

1
Introduction

1.1
This procedure is designed to be used by students, prospective students, and members of the public (including the parents or authorised representatives of students) who choose to make a complaint about any service, which is part of the University's provision. Without the express permission of the individual, no one can make a complaint on someone else’s behalf.
1.2
The University broadly defines a complaint or grievance as any expression of dissatisfaction about the University’s service provisions which materially and directly affects that individual. 

1.3
It may be used only if no other formal University procedure is available to the complainant.

1.4
Service provision is defined as any aspect of the University's operation designed to provide a definable service. Such services include academic provision in terms of teaching quality and course design; academic support services such as computer support, library services and academic advising/ personal tutoring; student services such as those provided by Learning Services; and central services such as financial administration, registry and examination administration services, catering, classroom accommodation and washroom facilities. GCU students who wish to make a complaint with respect to an industrial or clinical placement or any aspect of a student exchange programme must in the first instance make their complaint to Glasgow Caledonian University.
1.5
Complaints from individuals who are dissatisfied in their dealings with Glasgow Caledonian University Students' Association or claim to be unfairly disadvantaged by reason of having exercised the right not to be members of the Association will normally be dealt with under the Association's own Complaints Procedure, as approved by the University. 

1.6
Former students of the University may only invoke this procedure up to 6 months from the date of their withdrawal or end of their final semester. Individuals other than students must invoke this procedure within 6 months of the incident or circumstance which is the substance of their complaint. Complaints received after the 6 month period has elapsed will be considered by the Director of Quality to determine if the complaint is reasonable and requires consideration. Groups of individuals may submit joint complaints under this procedure. Such complaints must be read and signed by each individual making the complaint. The University may, at its discretion, decide to consider complaints as a group or formalise a particularly serious complaint (for example in the case of an allegation of assault). 

It is expected that this procedure will only be invoked as one of last resort i.e. once all informal channels to resolve a complaint have been exhausted. 

2
Scope of Procedure

2.1
This procedure applies to complaints of any nature against the conduct of the University, in affairs which materially and directly affects that individual.

2.2
The procedure is designed to provide for the resolution of complaints about the University in relation to the operation of its equal opportunities policies, its admissions policies, its discipline procedures, and its policies in relation to individuals with disabilities. 

It meets the requirements of the Scottish Office Further and Higher Education Student Charter (1993) and the Scottish Further and Higher Education Act (2005) with regard to complaints about services or information provided by the institution and the Quality Assurance Agency Code of Practice for Academic Appeals and Student Complaints.

In accordance with the requirements of the Education Act 1994 and the University's Code of Practice in relation to the Student’s Association, the University has made provision for complaints about the operation of the Students' Association as outlined in paragraph 1.5 above. 

2.3
The procedure cannot be used to make complaints about academic decisions of University Boards of Assessment, which should be addressed through the Academic Appeals system. 

3
Complaints Procedure

3.1
Informal Procedure

3.1.1
If an individual has a cause for complaint, he/she should, if the complaint relates to a specific area or specific individual, attempt to resolve the matter informally in the first instance. 

Students can receive advice and guidance from Learning Services and from the Students’ Association on the range of options available to them to achieve resolution of the complaint at this informal stage. Those options could, for example, include meeting with the responsible individual or group; discussion with / reporting to Academic Adviser, Year Tutor, Programme Leader, Student/Staff Consultative Group or Head of Division. A staff or student colleague may accompany the complainant(s), when attending any meetings convened in an attempt to resolve the complaint informally.

Formal investigation of a complaint will not be undertaken until the Director of Quality is satisfied that all appropriate informal mechanisms have been exhausted. The intention is that complaints should be resolved as close to the cause as possible with formal investigation and action taken only as a last resort. 

3.1.2
In certain situations it may be appropriate to use mediation as a method of conflict resolution. In this situation, mediation would have to be agreed by all relevant parties and undertaken with the assistance of someone outwith the investigative procedures, employed by the University and trained in mediation techniques. The role of the mediator is to make non-binding suggestions about how issues could be resolved to the satisfaction of all parties and assist the parties to identify a mutually satisfactory outcome of the complaint. The outcome of mediation should be recorded within the annual report prepared by the Director of Quality.

3.2 
Formal Procedure
3.2.1
Where a matter has not been resolved to the satisfaction of the complainant using the informal procedure outlined in 3.1, the complainant may progress the matter using the University's formal complaints procedure. 

3.2.2
The complaint must normally be submitted in writing on the “Request for Formal Investigation under the Complaint Mediation and Resolution Procedure” form under confidential cover to the Director of Quality. The form is available from the Students home page at www.caledonian.ac.uk/student/about/complaints.html or the Quality Office at www.caledonian.ac.uk/quality/handbook/documents_index.html. 

Supporting documentation which must be included with the complaint might include copies of relevant correspondence, minutes or notes of meetings, corroborating statements from third parties. 

The statement of complaint must be concise and complete and there should be no ambiguity concerning the nature of the complaint.  Only in exceptional circumstances, of which the Director of Quality will be the sole judge, will a complainant be allowed to alter or add to the statement of complaints.  The statement should also indicate the complainant's preferred outcome and describe the steps he/she has taken to resolve the complaint informally.

The Director of Quality will log the complaint and keep a copy of all documentation. The Director of Quality will ensure that the complaint cannot be resolved by further mediation and will then come to a judgement as to the nature of the investigation required. In some circumstances it will be possible for the complaint to be investigated by the Director of Quality in others the complaint will be passed to the appropriate Dean of School/Head of Department (HoD) or member of the University Executive. An appropriate member of the University Executive will investigate complaints involving actions by a Dean of Head of Department. In the case of a complaint concerning a member of the University Executive, the same procedure will be followed with the Principal or Court nominee, as appropriate, as the person responsible for the investigation. 

Where the complaint involves named members of staff, the Dean of School or Head of Support Department should arrange to meet with those staff to explain the nature of the complaint.  Copies of the complaint and the University’s Complaints Procedure should be provided to staff at this time.  The Dean/HoD should also advise staff members to contact the appropriate HR Business Partner who will arrange, if necessary,  for the provision of appropriate support mechanisms.
The Dean of School, HoD or member of the University Executive will normally appoint a suitable person to investigate the complaint. Such persons will be impartial and must not investigate any complaint in which they have a material interest or in which any potential conflict of interest might arise. When appropriate, an investigator may be appointed from outwith the relevant School, Department or area of responsibility of the Executive member. 

Advice on the conduct of investigations may be obtained in the first instance from the Quality Office and where appropriate Human Resources.
Complainants will receive acknowledgement from the Quality Office of the receipt of a Request for Formal Investigation within 5 working days.

NB
· If required, assistance in completing the form and advice on the procedure can be obtained from the Quality Office.

· Appropriate assistance in completing the form, if required, will be provided for individuals with special needs.
3.2.3
All complaints will be treated as confidential, within the constraints outlined in this procedure and the Data Protection Act 1998. Any breach of confidentiality outwith this procedure may only be with the explicit consent of the complainant. 

3.2.4
Investigation will involve the scrutiny of written submissions and may involve interviews with the complainant and staff and/or other students relevant to the complaint. 

3.2.5
Students have the right to be represented and/or accompanied at any interview by staff, students of the University or appropriate officers of the Students’ Association; other complainants may be represented by an appropriate person of their choice.
In situations where disciplinary action may result against an individual who is the subject of a formal complaint, he/she has the right to be accompanied and/or represented at any interview by their trades union representative or a University colleague (legal agents or outside bodies/persons have no place in the University’s internal procedures) and will be given the opportunity to comment and to make responses on the outcome of an investigation. 

3.2.6
In cases where the complaint relates to an individual member of staff, the individual will normally also receive a copy of the “Request for Formal Investigation under the Complaint Mediation and Resolution Procedure” form, pertaining to the investigation.

3.2.7
The Director of Quality who will communicate the outcome to the complainant, normally within a maximum of 30 working days after receipt of the request for investigation. 

Outcomes may include:

· formal apology from relevant party/ies; 
· requirement of responsible individual or area to take remedial action; 
· recommendation to Human Resources Department that disciplinary procedures be invoked to staff; 
· application of appropriate disciplinary procedures in relation to students; 

· remission of all or part of fees; 
· training for University Staff; 
· policy review
The Director of Quality has the authority to decide upon outcomes (if appropriate in agreement of the relevant Dean of School or other appropriate senior member of staff) 
The Director of Quality can recommend fee remission for sums up to £2,000. Any other decisions will be referred, with a recommendation from the Director of Quality, to the Principal or to a member of the Executive nominated by the Principal.  

In exceptional circumstances, the Director of Quality, in consultation with the relevant Dean or Executive member, has the right to decide to terminate an investigation, which has become unduly protracted due to the non-compliance of the complainant to this procedure. The purpose of this power is to avoid unnecessary stress and anxiety to other parties to the complaint. Normally the maximum period allowed in this circumstance is three months from original receipt of complaint.
4
 Appeals Procedure

4.1
If the complainant is dissatisfied with the investigation and outcome of his/her complaint an appeal may be lodged in writing and will be considered by the University's Complaints Appeal Panel. 

Appeals will only be considered on the grounds of procedural error or unreasonable conclusions of the initial investigation of the complaint.

The appeal should be addressed to the Director of Quality, within seven working days of the complainant being informed of the outcome of the investigation into his/her complaint.

4.2
The remit and composition of the Complaints Appeal Panel is described in Appendix 1
Any member of the Complaints Appeal Panel already involved in any capacity in a particular complaint will withdraw. 

4.3
The Complaints Appeal Panel will meet to consider such appeals and communicate its decision on the outcome of the appeal to the Director of Quality who will inform the appellant, within 30 working days after the receipt of the appeal. 

5 
Independent Review

5.1
If the complainant is dissatisfied with the outcome of review by the Complaints Appeal Panel he/she has the right to take the complaint to independent review by the Scottish Public Services Ombudsman
. 

5.2
If the Ombudsman upholds the complaint a number of outcomes are possible including:

· The University issues an apology and/or an explanation 

· The University should take practical action to mitigate any injustice 

· reimbursement of fees or other appropriate redress

· the University may be required to change its policies

Notes

1. If any member of staff or student regards the pursuit of a particular complaint as vexatious, they may refer the complaint to the University Principal. She/he may refuse to allow the complaint to progress.

2. Any action of a disciplinary nature taken as a result of the implementation of this complaints procedure will be in accordance with the University's Staff and Student Discipline Procedures and normal management practice in the Institution. 

3. Action under this procedure may be suspended pending the outcome of any police or other statutory or regulatory investigation of the persons or events in question. 

4. The University reserves the right, in exceptional circumstances, to act unilaterally on information received through the operation of this procedure without the agreement of the complainant. 

5. In the case of a complaint under the University's Equality and Diversity Policy concerning harassment or any other form of discrimination, the complainant has the right to make a formal complaint via any member of the University s/he chooses, appointed at Dean of School level or above.

6. Students wishing to make a complaint are strongly advised to seek advice and support from Learning Services Staff or the Students' Association prior to lodging a formal complaint. 

7. All records of complaints held on computer will be accessible to named individuals in accordance with the provisions of the Data Protection Act (1998). 

8. An annual report on student complaints, prepared by the Director of Quality, will be submitted to the Learning and Teaching Sub Committee, Senate and the University Executive. The Director of Quality will review this policy annually in the light of the annual report.
Appendix 1
Complaints Appeal Panel 

Composition 

· A member of the Executive nominated by the Principal (Chair)

· An academic staff member, normally in the case of a student complaint from the Learning and Teaching Sub-Committee, in other cases a staff member with appropriate expertise, nominated by the Principal

· The President of the Students’ Association (or nominee)

· Other co-opted members as appropriate 

· Secretary - nominated by the Academic Registrar
· A member of the Quality Office will be in attendance in an advisory capacity.

Term of Reference 

1. To consider any appeal from a complainant in relation to the investigation and outcome of a complaint.
Revised regulations approved by University Senate, 4 June 2004

Amended November 2004, incorporating changes approved by the University Academic Policy and Planning Committee, 10 November 2004

Amended November 2005, incorporating changes as a result of new government legislation
Amended October 2006, approved by the Academic Policy Committee, October 2006
Minor revisions February 2008, approved by Academic Policy Committee, 26 March 2008 
Minor revisions October 2008, approved by Academic Policy Committee on 19 November 2008
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COMPLAINT MEDIATION AND RESOLUTION PROCEDURE 

Request for Formal Investigation under the Complaint Mediation and Resolution Procedure

(Please attach relevant documentation/information as appropriate) 

Name

Programme

Programme Code

Matriculation Number

Contact Address

Telephone Number

Email address

Brief summary of complaint (please continue on a separate page if necessary)
Statement of Preferred Outcome(s)

Signature







Date

(For administration purposes)

Date received

Acknowledgement sent
QO/February 2008
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