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LSME is committed to maintaining its responsiveness to the needs and concerns of our students as a
component of our quest to deliver high-quality educational services. This Policy is designed to guide
how LSME receives and handles complaints made by students, against the organisation and its
employees.

Complaints are concerns or issues raised by a student or students and may be made orally or in
writing. A complaint exists where a decision or action, which relates to the performance of a function
by an individual or groups of individuals at LSME, is claimed not to be in accordance with the rules,
practice or policy of the organisation or the generally accepted principles of fairness and good
administrative practice and which adversely affects the person concerned. Complaints are therefore
distinguished from suggestions for improvement in services or requests for services that are dealt with
informally or formally using the routine students’ voice and student representation without applying
this policy and procedure.

Purpose and Scope of the Procedure

The purpose of the complaints policy and procedure is to provide a channel through which students
can bring their complaints to the attention of LSME and be assured of a prompt and amicable
resolution. We ensure that, as far as possible, complaints are dealt with and resolved informally
through discussion between the aggrieved individuals and respondents before using the complaint
procedure.

The formal stage of the procedure should only be used when an informal resolution has failed or is not
making progress at a reasonable speed. In appropriate cases, the college may offer facilities for
mediation. This policy and procedure apply to all students. In all cases, the college will abide by the
QAA Quality Code (Advice and Guidance: Concerns, Complaints and Appeals). This procedure takes
account of the ACAS code of practice on complaints procedures, the Competition and Markets
Authority’s guidelines to HE providers on handling complaints and the Office of the Independent
Adjudicator’s (OIA) guidance document entitled “The good practice framework for handling complaints
and academic appeals” published in December 2014. This policy will be reviewed periodically in line
with developments in good practice.

What cannot be considered under this Policy?

The following is a non-exhaustive list of matters that will not be considered under this Student
Complaints Procedure:

Complaints or appeals against decisions of Assessment Boards, including complaints about academic
judgement and outcomes of the mitigating circumstances procedure. Such matters must be
considered in accordance with the Academic Appeal Policy and Procedure.

Complaints concerning the actions of other students. Such matters must be considered in accordance
with either the Student Disciplinary or the Academic Misconduct Policy as appropriate;

Complaints or appeals arising from actions or decisions taken under the Academic Misconduct Policy,
which will be considered solely under that policy;

Complaints or appeals arising from actions or decisions taken under the Fitness to Practise Policy,
which will be considered solely under that policy

Complaints or appeals arising from actions or decisions taken under the Fitness to Study Policy,
which will be considered solely under those regulations.

Complaints or appeals concerning the admissions process, which will be considered in accordance
with the Applicant Complaints Procedure.
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Principles of the Procedure

The procedure is based on the following principles:

o A student has the right to be accompanied by a colleague or friend at every stage of the
formal procedure.

o Any complaints, to become formal, must be made in writing as soon as possible.
o It is only possible to hear complaints that are within the power of the college to remedy.
o In all cases, reference to informal resolution in advance of a formal complaint is

recommended.
o All proceedings, whether informal or formal, should, so far as is practicable, remain

confidential.
o A formal record of any hearing will be available to the student.
o The timescales agreed for resolution may be extended with the agreement of the parties

involved.
o Where more than one student has lodged a complaint relating to the same, or substantially

the same issue, the complaints may be dealt with together in the interests of fair and
consistent decision-making.

o Where a complaint concerns a trivial issue, the relevant staff member will discuss this
informally with the student to determine whether there is a real need to pursue the matter
through the complaints procedure.

o If the student and member of staff are unable to agree, the student will be entitled to submit
the complaint formally together with any further evidence or explanation that throws new
light on it and demonstrates that a substantive complaint is being made.

o If the student’s complaint restates a complaint that the college is already dealing with, or
that it has dealt with in the past, the student will be asked to explain how the new
complaints differ from the previous one and if possible to provide new supporting evidence.

o Where it is clear that there is nothing new being raised, the college can reject the complaint
without a hearing or committee meeting.

o Deliberately false or malicious complaints will be treated as matters of misconduct and will
be investigated in line with the Disciplinary policy and procedure.

o Complaints raised while a student is subject to disciplinary proceedings will be heard when
the disciplinary process has been completed. If the complaint has any bearing on the
disciplinary proceedings, it can be raised in the course of those proceedings.

Informal Resolution

If a student has a complaint about anyone in the College, be it a student or a staff, he or she may
approach the person involved and try to resolve the situation informally. If the matter remains
unresolved, the student may approach a relevant staff member to resolve the issue. The staff member
who may be approached for mediation is dependent on the nature of the complaint. It could be a tutor,
the welfare officer or the Programme leader. In many cases, the matter will be resolved straight away
by this means to the students’ satisfaction.

The staff member who may be approached will make a written record of all concerns and complaints
and the date on which they were received. Should the matter not be resolved within 5 working days or
in the event that the staff member fails to reach a satisfactory conclusion then the students will be
advised to proceed with their complaint in accordance with the Formal resolution stage of this
procedure.

Formal Resolution

If the complaint has not been resolved informally and the student wishes to proceed to a formal
resolution, the student may do so, and the complaint will be heard by a panel or in a relevant college
committee. The student must set out in writing the nature of their complaint and the reasons why they
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are dissatisfied with the outcome of the informal resolution. The student should explain how they feel
the issue should be settled. This must be submitted to the Principal. Complaints raised against the
Principal should be submitted to the Senior Management Committee. In all cases, a copy of the
complaint should be sent to the Principal. Should the complaint relate to a process or decision, the
Principal will appoint another person as an investigating officer who will be asked to provide a full
written report together with any relevant documents. The investigation should be conducted as quickly
as possible while allowing for all relevant information and evidence to be gathered. A timescale for
this will be agreed upon between the student and the Principal.

Should the complaint be against a named individual or individuals, the Principal will give them a copy
of the complaint at the earliest opportunity. The individual will present their response at the hearing,
and it would not normally be necessary to conduct an investigation. Complaints about named
individuals will not be dealt with in routine committee meetings of the College. The panel will consist of
two nominees of the Principal. Where possible, there should be a gender balance on panels. The
college will make every attempt to ensure that the hearing will be held within 10 working days of
receipt of the investigating officer’s report, or within 10 working days of the complaint being received if
it is against an individual. The student will be given at least five working days’ notice before the
hearing. The student may request an alternative date to allow up to an additional five working days if
their representative is unavailable. If following a reasonable attempt to rearrange the hearing, the
student is still unable to attend, they may send a representative, or the hearing may be held in their
absence.

The complainant should ensure that they attend the meeting at the specified time. If they are unable
to attend because of circumstances beyond their control, they should inform the Principal and/or the
chair of the panel if the complaints are against staff as soon as possible. If they fail to attend without
explanation, or it appears that they have not made sufficient attempts to attend, the hearing may take
place in their absence. Any relevant written information or evidence must be made available to all
parties at the earliest opportunity and, in any case, two working days before the hearing.

All parties involved will be allowed to attend and make representations at the hearing. Witnesses may
be called. Refusal of either party to attend shall not invalidate the proceedings.

In seeking to resolve the complaint, the panel may adjourn the meeting or defer a decision if more
information is required. The decision of the panel, reasons for that decision and any redress will be
communicated to the student who has made the complaint. Where the complaint is against an
individual, both parties will be given a copy of the decision. The Panel’s

findings and, if any, recommendations will be sent by electronic email or otherwise given to the
complainants and where relevant, the person complained about; and available for inspection on the
College premises by the panel. The College will keep copies of all correspondence for at least 3 years,
and a written record will be kept of all complaints and whether they are resolved at the preliminary
stage or proceed to a Panel Hearing.

Students can be assured that all concerns and complaints will be treated seriously and confidentially.
Correspondence, statements and records relating to individual complaints are to be kept confidential
except where the Secretary of State or a body inspecting section 162A of the Education Act 2002
requests access to them or where any other legal obligation prevails.

Failure to meet the requirements of redress set out by the panel will result in the invocation of the
Disciplinary Policy and procedure unless an appeal has been lodged.

Right of Appeal

Should the complainant wish to appeal against the decision of the panel, they must do so, in writing,
to the Principal, if Committee members heard the complaint within five working days of being informed
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of the decision. A request for an appeal must specify the grounds of the appeal, preferably under one
or more of the following headings:

o The nature of any redress.
o The finding of the hearing is on the point of fact which is pertinent to the decision of the

hearing.
o A failure to adhere to the published procedure.

The appeal will be considered by an independent external adjudicator who has not been directly
involved in the matters detailed in the complaint and is independent of the management and running
of the college. A member of the original panel will attend to present their findings and reasons for their
decision. Witnesses may be called.

The appeal panel adjudicator, the student and the management representative should receive the
written cases five working days before the hearing. The format of the appeal hearing will depend upon
the nature of the appeal. The student will be given five working days’ notice that the hearing is to be
held. The complainant may request an alternative date to allow up to an additional five working days if
their representative is unavailable. If following a reasonable attempt to rearrange the hearing, the
student is still unable to attend, they may send a representative, or the hearing may be held in their
absence.

The complainant should ensure that they attend the meeting at the specified time. If they are unable
to attend because of circumstances beyond their control, they should inform the Principal as soon as
possible. If they fail to attend without explanation, or if it appears that they have not made sufficient
attempts to attend, the hearing may take place in their absence.

The appeal is not a rehearing of the original complaints, but rather a consideration of the specific
areas the student is dissatisfied with in relation to the original complaints. Therefore, the adjudicator
may confine the discussion to those specific areas, rather than reconsider the whole matter afresh.
The adjudicator will hear all or part of the previous hearing depending upon the nature of the appeal.
The adjudicator has the scope to:

o uphold all or part of the previous decision.
o not uphold the previous decision.

If the adjudicator decides either to uphold only part of the previous decision or not to uphold the
previous decision, it may at its discretion substitute an appropriate remedy of its choosing. Within
three working days of the appeal, the adjudicator will record the decision and hand it to the student
wherever possible otherwise; it will be posted directly by recorded delivery.

Any recommendations made by the adjudicator will be notified to the appropriate individuals and will
be time-bound. Failure to meet the requirements of the adjudicator will result in the invocation of the
Disciplinary Policy and Procedure. The decision of the appeals adjudicator is final so far as LSME is
concerned.

LSME will then issue a Completion of Proceedings (COP) Letter to the student as soon as possible,
and always within 28 days, after any of our internal processes have been completed. The COP Letter
will indicate the date when our internal processes were complete, clarifies what we have considered
under our internal processes and provides advice on how the student can consider other forms of
redress including seeking the opinion of the awarding organisations.

The COP Letter, will indicate the date when our internal processes were complete, clarifies what we
have considered under our internal processes and provide advice on how the student can consider
other forms of redress
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If the complainant is still not satisfied with the decision of the appeals adjudicator, he/she can take the
matter to the Office of the Independent Adjudicator (OIA) for further advice and guidance.

In situations where the student is successful with their external redress or at any point during the
procedure, the LSME is at fault, we will ensure to offer some form of compensation or a sincere
apology to the students if need be. The nature of the compensation will be decided on individual
bases as per our student protection plan.



Student Complaints Policy and Procedure

October 2022 Version 7.0 Next Review: October 2023 Page | 7

London School of Management Education
Cambrian House

509-511 Cranbrook Road
Gants Hill

Essex IG2 6EY (UK)

Tel : +44(0)208 594 8462
Fax : +44(0)208 594 6138

Email : info@lsme.ac.uk
Website : www.lsme.ac.uk


