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We understand that raising a concern or making a complaint can be difficult. This form is for students who have been unable to resolve their concern through the University’s local resolution process.
Before completing this form, please take a few moments to check that it is the right route for your concerns.
Please check that you have:
☐ Read the Student Complaints Policy and Procedure.
☐ Tried to resolve your concern locally with the relevant member of staff.
If you have not yet tried local resolution, your complaint may normally be referred back to that stage. If you believe there are exceptional reasons why local resolution was not appropriate, you will have the opportunity to explain this later in the form.
☐ Considered whether you would like advice or support. 
You may wish to contact Student Casework, Disability and Inclusion Service, the Equality and Diversity Adviser, or the Students’ Union.
☐ Checked whether your concern should be submitted as an academic appeal instead.
If you are asking for a review of an academic decision (for example progression or assessment), you should use the University’s appeals procedure.
Before you begin
It may help to think about:
· what happened.
· when it happened.
· who was involved.
· why local resolution did not resolve your concern.
· what evidence you have to support your complaint (examples of supporting evidence include emails, meeting notes, letters or extracts from University policies or handbooks).
· what outcome you would like (for example; an apology, change of a process, additional or replacement support).

Need help completing this form?
If you would like support, please contact Student Casework (casework@yorksj.ac.uk). We can explain the process and help you complete the form, although we cannot advise you on what to write.
Personal details
	Student name:
	

	Preferred pronouns:
	

	Student number:
	

	School:
	

	Full programme title:
	

	Student status (current/graduated/withdrawn):
	Choose your student status
	Level of programme (3 / 4 / 5 / 6 / 7 / 8):
	Choose your level of programme
	Email address (used for correspondence):
	


Details of the complaint
Complaints should normally be submitted within three months of:
· the incident you are complaining about, or
· the conclusion of the local resolution process.

If you are submitting your complaint outside this timeframe, please contact Student Casework for advice before completing this form.
	Tell us about your complaint

Please describe:
· what happened
· when it happened
· who was involved (where relevant)
· how this has affected you

To ensure your complaint is reviewed efficiently, please keep your account of events to a maximum of 750 words. 

	



	What outcome are you hoping for?
Please tell us what you believe would resolve your complaint.
Examples might include:
· an apology
· reconsideration of a decision
· improvements to a process
· additional support
· [bookmark: _Hlk20815060]another appropriate outcome

	



	Local resolution 
	Response

	Did you try to resolve your concern locally?
If no: Please explain why you believe it was not appropriate or possible to use the local resolution process.
	

	Who did you discuss your concern with?
List the member(s) of staff you contacted as part of the local resolution process.

	Enter name

	When did this local resolution start?
	Date (DD/MM/YYYY)
	When did it end?
	Date (DD/MM/YYYY)


	Why are you dissatisfied?
Please explain:
· what response you received
· why you believe your concern remains unresolved

	



	Supporting documents
Examples include:
· emails
· letters
· meeting notes
· screenshots
· extracts from University policies
	Response

	Have you attached any documents to support your complaint? Yes/ No 

	Choose an item.
	If yes, please list the documents you have attached.
	



	Declaration

	I confirm that, to the best of my knowledge, the information I have provided is accurate. I understand that it will be shared only with those involved in considering my complaint or where required by law.





	Information required
	Your input

	Signed:
	

	Dated:
	Date (DD/MM/YYYY)



	Submission method
	Instructions 

	By email:
	· Send as an attachment to casework@yorksj.ac.uk
· Send any supporting documentary evidence with this attachment to casework@yorksj.ac.uk

	By post or in person:
	· Send your completed form and any additional documentation in a sealed envelope marked ‘Complaint’ to: 
Student Casework 
University Secretary’s Office
York St John University
Lord Mayor’s Walk
York
YO31 7EX



The University is committed to providing an inclusive environment for all students. 
If you believe discrimination or harassment related to a protected characteristic is relevant to your complaint, please tell us below. This information helps us understand your complaint and monitor our equality commitments. It will not affect how your complaint is considered.
	Declaration
	Response

	I believe this is relevant to my complaint.

	 ☐ (Tick if applicable)

	Please provide details:
	



	Reasonable Adjustments 

	If you have a disability that requires reasonable adjustments to accommodate your needs during the complaint process, please provide details below.

	Please provide details:
	



Data Governance 
	Subject
	Information Provided

	Privacy Statement
	We will use the information you provide to consider your complaint. Your personal information will be handled in accordance with UK data protection legislation.
For more information, please see our Data Protection Page.

	Retention Period
	Complaint records are normally retained for 6 years plus the current year.



Once we receive your complaint, we will:
1. acknowledge receipt
2. let you know if we need any further information
3. explain the next stages of the complaints process and expected timescales.

If your complaint has not yet been considered through local resolution, we will explain whether it needs to return to that stage before a formal investigation can begin.
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