York St John UNIVERSITY
Student Complaints: a brief guide

York St John University is committed to giving its students the best learning experience it can.  It prides itself on being a responsive and supportive organisation and in listening to its students.  We recognise that sometimes you may encounter problems.  This document offers brief advice on how you might try to resolve them.

If you are dissatisfied with any aspect of the University’s provision - your programme or student services - you should first try to deal with your problem by discussing it with the staff most immediately concerned.  Many problems can be speedily resolved by a direct approach.

Sometimes, however, you may not be given a satisfactory response or you may not feel able to raise the problem locally.  If this is so, you should seek advice from either your Academic Tutor, Head of Programme, University Complaints Officer or from the Students’ Union on how to use the University’s Complaints procedure. 

The timings given under the procedure are for guidance.  Complicated matters can take time to investigate.  We will acknowledge your complaint and keep you informed of its progress.

STAGE 1

Your first step in raising a complaint formally should be to set out the complaint in writing and to send it to the appropriate person for the service or department concerned. As well as setting out the complaint, you should indicate what remedy you are seeking. The appropriate person is normally the Dean of Faculty or head of department concerned.  (A list covering most areas of the University is attached but if you are in doubt, please seek advice on who to write to from the Complaints Officer.) 

The complaint should normally be lodged within 10 working days of the incident or of the informal discussions relating to it and you should receive a response in writing within about 10 working days.  

STAGE 2

If you are not satisfied with the response you are given, you should write to the University’s Complaints Officer indicating why. If the Complaints Officer is satisfied the local channels have been properly used, he or she will identify a senior University manager to investigate the complaint. 

The investigating officer will prepare a report which will:
 either indicate that a reconciliation has been effected;
 or uphold the complaint all or in part and, if appropriate, propose remedial action;
 or dismiss the complaint if it is deemed trivial, vexatious or invalid;
 or recommend that the complaint should be referred to a University Complaints Panel.

This part of the procedure should take about 25 working days.

STAGE 3

If you remain dissatisfied at this point, you may appeal against the finding.  The appeal should be sent to the University’s Complaints Officer, normally within 10 days of receipt of the report of the investigating officer.  The Complaints Officer will refer the appeal to the University’s Vice Chancellor who will:
 either uphold the decision

 or will refer the matter to a University Complaints Panel.

The University Complaints Panel will normally be chaired by the Vice Chancellor and will consist of:
 a senior member of the University not so far involved with the complaint or its investigation;
 a representative of the Students’ Union;
 a University Governor who is not a member of University staff;
 a person from outside University.
You will receive at least 10 working days notice of the hearing and will be given an opportunity to speak to the panel yourself accompanied by a supporter if you wish.  You will be notified of the findings of the panel within 25 working days of the hearing.

STAGE 4
If we cannot resolve your complaint to your satisfaction through the Complaints Panel you may appeal to the Chair of Governors of the University.  The Chair of Governors will make a final review of the complaint within the University. If you remain dissatisfied with the decision, you may in certain circumstances be able to take your complaint forward to the Office of the Independent Adjudicator.  The Registrar will be able to advise you.
The Office of the Independent Adjudicator for Higher Education, Fifth Floor, Thames Tower, Station Road, Reading RG1 1LX

Tel: 0118 959 9813

Email: enquiries@oiahe.org.uk
www.oiahe.org.uk
Information from the Office of the Independent Adjudicator is also available from the University Registry, Student Services and the Students Union.

STUDENT COMPLAINTS RELATING TO PROGRAMMES OF STUDY VALIDATED BY THE UNIVERSITY OF YORK
Students have the right to complain to the University of York on matters relating to programmes of study validated by the University.  Students wishing to make a formal complaint may wish to seek guidance from the York St John University’s Complaints Officer before contacting the University of York.  Students should normally have sought resolution of a complaint through the internal complaints mechanisms of the partner organisation before pursuing a complaint with the University of York.

Formal complaints should be made to the University in writing to the Registrar and Secretary, University of York, Heslington, York, YO10 5DD, who will acknowledge receipt and ensure that the matter is looked into as soon as possible.  An initial response to any complaint can be expected within 7 days of its receipt.  Advice on further channels for complaint, including through the University Visitor, is available to students on request and will be sent to all complainants with acknowledgement of receipt of their complaint.

List of Contacts
The University’s Complaints Officer is: 
Mrs Pauline Aldous
Registrar

Registry

York St John University
Lord Mayor's Walk

YORK
YO31 7EX

Telephone: 
01904 876844   

E mail: 
p.aldous@yorksj.ac.uk 
A list of appropriate persons to contact in relation to complaints made under STAGE 1 of the procedure follows.  (The list is not exhaustive.  If you are in doubt as to where you should address a complaint, please ask.)

	Registry
	Pauline Aldous
Registrar

	Finance
	Mr J Gallacher
Director of Finance

	Estates
	Richard Hirst
Estates Development Manager

	Accommodation Wardens

Catering 

Domestic Services & Porters

Student Accommodation

Reception

Security

Maintenance

Parking
	Sue Waller

Deputy Director of Facilities 

	Faculty of Arts
	Professor Stephen Purcell

Dean of Faculty

	Faculty of Education & Theology 
	Professor Julian Stern
Dean of Faculty

	Faculty of Business & Communication
	Jackie Mathers 

Dean of York St John Business School

	Faculty of Health & Life Sciences
	Pauline Gacal

Dean of Faculty

	Research 
	Professor John Rule
Deputy Registrar: Research

	Library
	Mr Tony Chalcraft

Librarian

	ICT Services
	Ms Dianne Watson
Network Systems & Communication Manager

	Publicity


	Siona Mackleworth
Director of Marketing

	Alumni
	Professor Andy Smith

Director of Development

	Careers

Writing Support

Counselling Network

Student Finance Support Team

Welfare Adviser
Chaplaincy & Multi Faith Team
Disability Unit (including Dyslexia Support)

Nursery 

Health Centre
Student Advice Team

Higher York Access Centre
	 Ms J Armstrong

Dean for Learning Development
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