YORK ST JOHN UNIVERSITY
QUALITY AND ACADEMIC STANDARDS

QAA CODE OF PRACTICE:  ACADEMIC APPEALS AND STUDENT COMPLAINTS – Mapping of against University practice

	QAA Precept
	Evidence of how the University addresses the precept (including documentation references)
	Level/timescale for compliance
	How monitored

	Institutions should have effective procedures for resolving student complaints and academic appeals Students should have full opportunity to raise, individually or collectively, matters of proper concern to them without fear of disadvantage and in the full knowledge that privacy and confidentiality will be respected.
	A procedure for dealing with academic appeals is well established in York St John University. It has been revised to take account of new relationships with the University of York (November 1999). The relationship of the appeals procedures to the University of Leeds and York are specified. The extent of interest of the Universities in complaints has been clarified.  

A Complaints Procedure was approved by Academic Board in June 2000 for implementation from Session 2000/2001.  

Both procedures are subject to conventions on confidentiality of committee papers. These include marking all papers as confidential and ensuring return of papers.

Procedures relating to the hearing of cases of cheating and plagiarism follow similar procedures to those for appeals in terms of the nature of the hearing, rights to bring a supporter and rights to appeal against decision.  


	Full
	Registrar

ASC

	The procedures should be ratified by the governing body or other body with ultimate corporate responsibility  and should form part of the institution’s overall framework for quality assurance 
	The draft Complaints procedure was sent to F&GP on behalf of the Governing body in July 2000. F&GP asked for the procedure to be returned after further consideration concerning length of process. A final version of the procedure was approved on behalf of Academic Board by Chairs Action and on behalf of governors by F&GP on 27/9/2000. 

The appeals procedure and the procedure for dealing with cases of cheating and plagiarism were approved by the Academic Board of the University on November 1998.  Minor adjustments were made in the light of the Code, approved by Academic Board by Chairs Action and by Governors through F&GP on 27/9/2000.

Notified to Schools for implementation on 3/10/2000     
	Full
	

	Institutions should ensure that their procedures are fair and decisions are reasonable.
	The University endeavours to ensure that its processes are fair and its decisions are reasonable. Before 1998 all academic appeals were ratified by the University of Leeds as an integral part of the process and all University decisions were ratified. Since 1998, there has not been an incident where a candidate has appealed subsequently to the University and been successful. (There has only been one onward appeal)

There has been a balance in the outcome of appeals between upholding the case of the appellant and the decisions of Faculty examiners.

The tracking of complaints is now established and there is little evidence that those who do complain choose to carry a complaint further than the initial stage. The procedure provides for review of decisions. 
	Full
	Registrar

ASC

	Institutions  should  address student complaints and appeals in a timely manner, using simple and transparent procedures. Informal resolution should be an option at all stages of the complaints procedure, at the level at which the matter arose.

 
	The Complaints and Appeals procedures emphasise the desirability of informal early resolution. Procedures are explained. Time scales are set for the stages of the complaints procedure. Meetings of the Committee on Special Applications and Appeals are calendared or arranged at reasonable notice.  
	Full
	Registrar

ASC

	Information on complaints and appeals procedures should be published, accurate, complete, clearly presented readily accessible and issued to students and staff 


	Procedures are notified in the Student Guide and published in full in the Document Directory via the staff homepage.
	Full
	Registrar

ASC

	Sources of impartial help, advice, guidance and support should be advertised widely within the institution.
	For independent support and advice, students are directed to the Students Union and to the Director of Student Affairs.  

Reference to these are included in the Student Guide, and are made known to students, particularly during Induction.


	Full
	

	The complaints and appeals procedures should identify the persons or bodies from whom authoritative guidance may be obtained on the applicability and operation of the procedures.


	Students are directed to the Registrar as University Complaints Officer for advice on the complaints procedure. Similarly for advice on the Appeals procedure. The Registrar facilitates the procedures only and is not a voting member of the panel which decides cases.


	Full
	Registrar

ASC

	Those responding to, investigating or adjudicating upon complaints or appeals must, as required by law, do so impartially and must not act on any matter in which they have a material interest or in which any potential conflict of interest might arise. 


	The University’s procedures for complaints and appeals provide for the selection of relevant panels and investigating officers from among those who do not have an interest in the case. 
	Full
	Registrar

ASC

	A complainant or appellant should be entitled to be accompanied at all stages of the complaints or appeals process by a person of his or her choosing.


	The Complaints and Appeals procedures provide for complainants and appellants to be accompanied by a supporter of their choice. It makes provision for representation in the absence of the appellant.
	Full
	Registrar



	The documentation should indicate what further internal procedures, if any are open to a student dissatisfied with the response to a complaint or outcome of an appeal. 
	The Complaints and Appeals procedures make it clear what further internal possibilities are open to the student if he or she remains dissatisfied with the outcome of an appeal hearing or investigation of a complaint. Where the Chair and Registrar decide that a prima facie case for appeal does not exist, there is a right of appeal to the Vice Chancellor who may insist that an appeal is heard. The possibilities of appeal beyond York St John to its validating universities are available to those whose academic appeals are dismissed.


	Full
	Registrar



	Institutions should ensure that where a complaint or appeal is upheld, appropriate remedial action is instituted
	Appellants and complainants are asked to indicate what remedial action they are seeking and, where a complaint or appeal is upheld, appropriate action is taken. The outcome is notified to the appellant or complainant in writing.


	Full
	Registrar



	Institutions should meet reasonable and proportionate incidental expenses necessarily incurred by a successful complainant or appellant.


	It is not the University’ policy at this stage to reimburse any costs incurred in connection with an appeal. A financial element might be an appropriate element of the settlement of a complaint.
	Full
	Registrar



	Institutions should have in place effective arrangements for the regular monitoring evaluation and review of complaints and appeals
	Appeals, complaints and disciplinary cases are recorded in Registry and reported to Academic Board. Any common issues identified from appeals cases are identified and taken forward. Appeals complaints and disciplinary cases form part of the annual quality report to Academic Board and to University of Leeds.


	Full
	Registrar

ASC

	Institutions should keep their monitoring, evaluation and review arrangements under scrutiny, taking into account current good practice.
	See above.
	Full
	Registrar

ASC
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