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General Information
The University is committed to providing an environment that is conducive to study and provides academic and support services that will facilitate the achievement of your target award. However, we recognise that from time to time students may wish to raise concerns regarding the services provided or other aspects of University life.  
This Student Complaints Procedure applies to all students of Liverpool John Moores University undertaking a programme of study operated by the University.  It does not cover Academic Appeals for which there is a separate procedure [www.ljmu.ac.uk/corporate/SPR/67603.htm].  

All complaints are taken seriously and students are not penalised for making a genuine complaint. The procedure is also an important source of information to help the University improve the services it provides.  A full copy of the Student Complaints Procedure is available on the www.ljmu.ac.uk/corporate/SPR/index.htm, and you should read this before completing the complaints form. 

Students can also obtain individual advice and support regarding their complaint from the LSU advice team at Liverpool Students Union Advice Centre, The Haigh Building, Maryland Street, Liverpool, L1 9DE Tel: 0151 231 4900 Email: lsuadvice@ljmu.ac.uk

Local Resolution Stage 1

Often, complaints can be quickly resolved if they are raised promptly with the service directly involved or with the relevant staff member. So in the first instance students are expected to raise any complaints locally within the relevant Faculty, School, Student Support Zones or Department.  If you are unsure of who to contact regarding your complaint, then the Liverpool Student Union, Student Policy & Regulation Office or Student Support Zones, will be able to advise you. Staff can be contacted in writing or by email.

All complaints should normally be made within 21 days of the alleged incident, matter or concern. 
Students should keep a record of their action taken to resolve the complaint and keep copies of any relevant correspondence.

You should normally receive a response within 21 days. Where this is not possible, you should be advised of the anticipated timescale.


Formal Resolution Stage 2

If the Faculty, Department or Service are unable to resolve the issue or you are dissatisfied with the outcome of your complaint, then you should complete a complaints form and return it to the Student Policy & Regulation Office at LJMU, Kingsway House (Third Floor), 24 Hatton Garden, Liverpool, L3 2AJ or via email at StudentPolicyandRegulation@ljmu.ac.uk

There are time limits for the submission of formal complaints.  All formal complaints should be made to the Student Policy & Regulation Office within 21 days of the last verifiable attempt at local resolution. Where it is not appropriate for a complaint to be submitted for local resolution a formal complaint should normally be made within 21 days of the alleged incident, matter or concern. 
If a complaint is submitted outside the advertised deadlines then the complaint will be deemed out of time and the University reserves the right not to progress the complaint 
In all cases you will be asked to provide full details of the issues surrounding the complaint and documentary or other evidence to support any allegations you make.


What will happen next?

On receipt of the form, you will be sent an acknowledgement letter from a Student Policy & Regulation Adviser (Normally within 5 working days of receipt of your form).

The Student Policy & Regulation Adviser does not determine the outcome of your complaint - their role is to facilitate the process.  You may be asked to clarify aspects of your complaint by the adviser.  

There are a number of ways in which the complaint may be progressed at this stage depending on the nature of the complaint. [See section 4.6 of the Student Complaints Procedure] and you will be notified of this is in writing see below for further information on how your complaint may be processed. All information provided by you will remain confidential to the complaints process.

You have the right to be accompanied by a friend at all stages of the complaints procedure -this could be a colleague or a Liverpool Students’ Union representative; however, you must make your own arrangements in this matter. (Liverpool Students’ Union Welfare Advice Centre can be contacted on 0151 231 4900 Email lsuadvice@ljmu.ac.uk).


 My complaint has been sent to the department for a response - what does this mean?

Upon receipt of your complaint the SPR adviser may request that the relevant Faculty, Department or Service should investigate the matter and provide a formal response to the issues you have raised. 

We will make every effort to respond to your stage two complaint within 30 days.  However you should be aware that complex issues may take longer to address in order to ensure a full and fair assessment of the particular circumstances. If there is likely to be any delay, then we will notify you of this.

The department will send their response to the SPR office, who will forward you a copy of the response.  You will also receive a covering letter advising you whether your complaint has been upheld, not upheld or upheld in part, as well as responding to the specific issues raised. If your complaint has been upheld or upheld in part you will be advised of any applicable action or resolution.  

The response will also advise you of the appeals process should you decide to appeal against the decision. 


An Investigating Officer has been appointed to examine my complaint- what does this mean?

If your complaint is particularly complex or contains allegations against students or members of staff, then an independent, impartial investigating officer will be appointed to investigate the circumstances of your complaint. The Investigating officer will be a senior member of the university who is not directly involved with the department which is the subject of your complaint. 

The Investigating officer will be supported by an adviser from either Human Resources or from SPR depending on the nature of the complaint. You will be notified of this in writing.

The investigating officer will interview you and examine the evidence you have provided to substantiate any allegations you make. The investigating officer will also interview any relevant staff, students and any witnesses.

You have the right to be accompanied by a friend at all stages of the complaints procedure -this could be a colleague or a Liverpool Students’ Union representative; however, you must make your own arrangements in this matter. (Liverpool Students’ Union Welfare Advice Centre can be contacted on 0151 231 4900 Email lsuadvice@ljmu.ac.uk).

We will make every effort to complete the investigation into your complaint within 30 days.  However you should be aware that complex issues may take longer to address in order to ensure a full and fair assessment of the particular circumstances. If there is likely to be any delay, then we will notify you of this.

Upon completion of the investigation, the investigating officer will determine the outcome of the investigation and will write this in a formal report, which you will receive a copy of.  The report will state whether your complaint has been upheld, upheld in part or not upheld and/or make recommendations for further action where appropriate. 

You will also be advised of the appeals process should you decide to appeal against the decision. 


My complaint has been referred for a formal Hearing – what does this mean?

Sometimes, the nature of the complaint is such that the most appropriate way for a complaint to be considered is through a formal hearing. [However, you should note that we would not normally call a hearing where the complaint involves serious, personal allegations about a student or a member of staff]. 

We will make every effort to arrange the hearing within 30 days.  However you should be aware that this may also depend upon the availability of all relevant parties and witnesses.  If there is likely to be any delay, then we will notify you of this.

The Hearing Panel will be chaired by a senior member of the University, who will consider the case in conjunction with a University staff member and the LSU President (or nominee) and who have no direct involvement with the department which is the subject of your complaint.  A member of the SPR Team will facilitate the Hearing and advise the Panel on matters of procedure. 

You will have the opportunity to present your case to the panel and call any witnesses to the hearing and the department which is the subject of your complaint, will also have the opportunity to respond to any allegation that you make. All parties will have access to any prior correspondence relating to the complaint.

You have the right to be accompanied by a friend at the hearing -this could be a colleague or a Liverpool Students’ Union representative; however, you must make your own arrangements in this matter. (Liverpool Students’ Union Welfare Advice Centre can be contacted on 0151 231 4900 Email lsuadvice@ljmu.ac.uk).

The Chair will act as the final arbiter in the matter after considering the opinions of all panel members.  

Full details of the hearing procedure and protocol is available at http://www.ljmu.ac.uk/corporate/SPR/93092.htm
 
The outcome of the Hearing will be confirmed in writing within five (5) working days of the decision.  You will be advised whether your complaint is upheld, upheld in part or not upheld and/or make recommendations for further action where appropriate. 

You will also be advised of the appeals process should you decide to appeal against the decision. 


Mediation

Depending on the nature of your complaint the SPR adviser may suggest that both parties consider mediation. The adviser will explain in more detail, the mediation process and why they think it may be an appropriate way forward. Briefly, the aim of the mediation session will be to discuss in confidence, the issues of complaint and reach a mutually agreeable and suitable resolution for both parties. 

Both parties must agree to attend and a suitable date for the mediation session will be arranged.  


 Appeals

If you believe that the Student Complaints procedure has not been followed correctly or your complaint has not been appropriately addressed or the decision regarding the outcome of the complaint is unreasonable you have the right of appeal to the Vice Chancellor (or nominee).

You will need to submit your appeal within 21 days of the date of the notification letter to the Director of Corporate Services, LJMU, Kingsway House (Third Floor), 24 Hatton Garden, Liverpool, L3 2AJ.  You must clearly state your reasons for appeal in writing and include evidence to support your assertion.  You cannot appeal simply because you do not agree with the outcome of the complaint and the appeal will not consider new evidence in support of your complaint.

You should receive an acknowledgement letter in response to your appeal.  The Vice Chancellor [or nominee] will review all the papers in relation to the case and respond to your appeal, normally within 30 days. If there is likely to be any delay in responding to your appeal, then you will be notified of this in writing.

You will be notified of the outcome of your appeal, and advised of any appropriate action or resolution if your appeal is upheld.

If your appeal is not upheld, you will be issued with a Completion of Procedures letter and information regarding further appeal to the Office of the Independent Adjudicator for Higher Education (OIA).

Contact Details

Student Policy & Regulation
Liverpool John Moores University
Kingsway House (Third Floor)
24 Hatton Garden
Liverpool
L3 2AJ

Telephone Number: 0151 904 6102

Email: StudentPolicyandRegulation@ljmu.ac.uk

7		

image1.gif
i,





image2.gif




