GRIEVANCE AND COMPLAINTS POLICY FOR STUDENTS
Metanoia’s grievance and complaints policy is designed for situations where a student/ candidate is not happy with a particular set of administrative procedures, or where an issue arises between a student and a member of staff.  This is different from an ethical complaint.  The objective is firstly to see if differences can be resolved and a good working relationship achieved where all parties feel heard; if this is not possible the matter proceeds to a complaint as set out below.
Please note also that academic decisions with regard to the assessment of work cannot be altered as a result of any grievance and complaints procedure.  

Grievance

1. In the first instance you should discuss your grievance directly with the person concerned.

2. If the matter cannot be resolved in this way you should contact your Head of Department who will makes notes about your grievance and also speak with the member of staff concerned.  
3. If your grievance is with your Head of Department/Programme Leader, and you have undertaken step 1. of this procedure, please contact the Chief Executive Officer who will make notes about your grievance and speak with the member of staff concerned.

4. If there is still no resolution to the issue a meeting will be set up with the three parties present to discuss the grievance and to see if it is possible to move forward in a creative and productive way.
Complaint

In the event that the process detailed in points 1.-4. above does not lead to a resolution then the matter becomes a complaint and takes on a more formal approach.  At this point the matter moves outside the department in which the grievance has to date been pursued. 
1.
The complainant makes a preliminary submission to the Head of Central Services outlining a summary of the complaint within 10 working days of the meeting where the grievance could not be resolved.
2. The Head of Central Services will appoint two other Heads of Department who will be asked to investigate the complaint within 10 working days of the submission.

3. More extensive details of the complaint will be sought from the complainant.  These will then be forwarded to the complained against for a response, who has 10 working days to respond to the complaint.

4. The documentation will then be forwarded to the appointed Heads of Department.  Please note that at this stage materials are only made available to the parties themselves and to the two appointed Heads of Department with the matter overseen by the Head of Central Services.

5. The appointed Heads of Department review all of the submitted materials.  In the event that they want some aspect of these clarified they will contact the Head of Central Services who will endeavour to acquire such additional information from either of the parties.
6. After 15 working days following the consideration of all available information the two appointed Heads of Department will decide from the following options:
a) The complaint is disallowed:  This means that in the view of both appointed Heads of Department there is no evidence to support the complaint.

b) The complaint is upheld with a number of conditions:  This means that in the view of both appointed Heads of Department there is evidence to support the validity of the complaint and that some aspects of the organisational or administrative arrangements associated with a programme would need to be addressed. 
7. The two appointed Heads of Department submit their reports in writing to the Head of Central Services who in turn informs the parties of the outcome.  Where a complaint is upheld with a number of conditions the reports should stipulate a time boundary in which the issues that have been identified should be addressed.  
8. The Head of Central Services is responsible for ensuring that the conditions are met within the agreed time frame. 
9. In the event that the appointed Heads of Department do not agree, then a third Head of Department will be asked to adjudicate.  
10. Wherever possible, the complaint will be investigated within the time frames given above.  However, if a complaint is received on or after 1st June, there may be a delay in the above procedures due to staff commitments to viva exams and assessment boards.  If a complaint is received on or after 1st July, no action will be taken until the beginning of the next academic year.
11. If the complaint relates to a programme validated by Middlesex University, the complainant may refer the complaint to Middlesex University once all Metanoia Institute procedures have been exhausted.  Full details of the process may be found at www.mdx.ac.uk/aboutus/fpr/clqe/handbook/docs/section15.doc
Grievance/Complaints July 2010


