The Student Complaints Procedure is designed to enable students to raise a formal complaint once all informal methods have been exhausted. Students are expected to raise initial concerns through faculty based feedback systems including Student Voice Forums, the Student Representative System and the Students’ Union online feedback tool. Students may also discuss their concerns informally with their Programme or Module leader or Personal Tutor. The procedure will be implemented fairly, sensitively and impartially with emphasis on resolving the complaint swiftly and informally whenever possible.
If you have not made any prior attempt to resolve your complaint, you may be advised to initially pursue the issues raised with the relevant Academic or Operational Department if that is deemed to be appropriate.
This form should be used by students to submit a formal complaint and should be completed in full and supported by relevant evidence. You should refer to the Student Complaints Procedure which is available on the Student Administration page and follow the guidance notes within this form.
To ensure that you understand the requirements of the procedure, students are encouraged to seek impartial support and advice from the Students’ Union Advice team by emailing suadvice@wrexham.ac.uk.
This form and evidence should be submitted to complaints@wrexham.ac.uk within 40 working days of the event, action or inaction occurring. This is to ensure a proper and fair investigation where necessary, and the potential to resolve the complaint satisfactorily.
In submitting the complaint, you consent to the University using and sharing your personal data to resolve the issue. Please see the declaration section for further information.
The following specific matters are dealt with under other university policies and procedures and will not be considered under the Student Complaints Procedure. If your complaint related to any of the following, further guidance about other policies and procedures is available on the Student Administration webpage:
· Anonymous complaints;
· Complaints about academic judgment;
· Academic appeals relating to decisions of assessment boards;
· Allegations of bullying or harassment or misconduct by a member of staff / student;
· Allegations of sexual misconduct and domestic abuse;
· Complaints about the Students’ Union;
· Complaints about the Assessment Centre;
· Complaints about the admissions process.
It is expected that students will behave in a courteous and reasonable manner when raising a complaint. If the content of the complaint, or the manner in which a student pursues a complaint raises concerns, this may result in referral to an alternative procedure such as the Disciplinary Procedure. Students whose programme of study leads to a professional registration may be referred to the Fitness to Practise Procedure.
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If a student’s complaint is considered frivolous, malicious or vexatious this will be determined by the Director of Strategic Planning and Student Administration. The student will be notified that their complaint will not be considered, giving reasons for the decision.
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SECTION 1 PERSONAL DETAILS
	Full name:
	

	Student number:
	

	Programme of study:
	

	Year of study:
	

	Email address for correspondence:
	

	Please confirm if you have had advice / guidance from the Students’ Union Advice Centre in relation to the submission of your complaint (yes/no)
	Choose an item.


	Request for reasonable adjustments to the Student Complaints Procedure

	Do you have a disability? (yes / no)
	Choose an item.
	For those students that consider that they may require reasonable adjustments due to a disability or chronic condition please complete the section below. 

	If yes, do you think you will need any disability related support or reasonable adjustments at any stage during the complaints process? (yes / no)
	Choose an item.
	If yes, please detail your requirements for adjustments during the complaints process below (for example forms in a different format, support at meetings, assistance with access):  You do not need to disclose the nature of your disability. 

	







	Individual or group complaint

	I am submitting this complaint as an individual (yes / no)
	Choose an item.
	I am submitting this complaint as the spokesperson for a group (yes / no)
	Choose an item.
	If acting as a spokesperson, I confirm that the students listed below have provided consent for me to act on their behalf (names and student numbers)

	











SECTION 2 COMPLAINT DETAILS
	Complaint element one:

	Describe the matter or issue that you are dissatisfied with. If there is more than one element to your complaint, please use the additional tables below. Please be clear and concise as this will help to understand the exact nature of your complaint.

	




	Date the issue arose:
	

	Modules impacted (if relevant):
	

	The impact:
Describe the impact that the issue you are raising has had on you.

	





	Steps taken to resolve informally:
Describe the actions you have taken to resolve the issue with your programme team / faculty administration team or others, for example via Student Voice Forum, correspondence with programme leader, student representative etc. Describe any changes made as a result of raising your concerns. 

	





	Supporting evidence provided:
Please list all evidence to support your complaint, failure to provide evidence may result in your complaint being rejected. 
This may include copies of emails, screen shots of learning resources, programme or module handbooks etc. 
Recorded evidence is not permitted.
Third party evidence will only be considered on a case by case basis.  If admissible, it will be on the condition that the third party consents in writing to the submission of the evidence.

	





	Outcome requested:
Please explain what you believe the University should do to resolve your complaint if it is upheld. 

	






	Complaint element two:

	Describe the matter or issue that you are dissatisfied with. Please be clear and concise as this will help to understand the exact nature of your complaint.

	






	Date the issue arose:
	

	Modules impacted (if relevant):
	

	The impact:
Describe the impact that the issue you are raising has had on you.

	





	Steps taken to resolve informally:
Describe the actions you have taken to resolve the issue with your programme team / faculty administration team or others, for example via Student Voice Forum, correspondence with programme leader, student representative etc. Describe any changes made as a result of raising your concerns. 

	





	Supporting evidence provided:
Please list all evidence to support your complaint, failure to provide evidence may result in your complaint being rejected. 
This may include copies of emails, screen shots of learning resources, programme or module handbooks etc. 
Recorded evidence is not permitted.
Third party evidence will only be considered on a case by case basis.  If admissible, it will be on the condition that the third party consents in writing to the submission of the evidence.

	






	Outcome requested:
Please explain what you believe the University should do to resolve your complaint if it is upheld. 

	






	Complaint element three:

	Describe the matter or issue that you are dissatisfied with. Please be clear and concise as this will help to understand the exact nature of your complaint.

	





	Date the issue arose:
	

	Modules impacted (if relevant):
	

	The impact:
Describe the impact that the issue you are raising has had on you.

	





	Steps taken to resolve informally:
Describe the actions you have taken to resolve the issue with your programme team / faculty administration team or others, for example via Student Voice Forum, correspondence with programme leader, student representative etc. Describe any changes made as a result of raising your concerns. 

	






	Supporting evidence provided:
Please list all evidence to support your complaint, failure to provide evidence may result in your complaint being rejected. 
This may include copies of emails, screen shots of learning resources, programme or module handbooks etc. 
Recorded evidence is not permitted.
Third party evidence will only be considered on a case by case basis.  If admissible, it will be on the condition that the third party consents in writing to the submission of the evidence.

	





	Outcome requested:
Please explain what you believe the University should do to resolve your complaint if it is upheld. 

	







SECTION 3 – DECLARATION
I declare to the best of my knowledge that all of the information I have supplied is true, accurate and complete. 
I confirm that I have read and understood the Student Complaints Procedure.
I understand that:
· The University will decide whether my complaint is eligible.
· Complaints which are not supported by relevant evidence or are not raised within the forty day time frame will not be eligible for consideration.
· By submitting a complaint, I/we consent to the disclosure, storage and sharing of information relevant to the complaint within the University at all stages of the procedure.

Student signature (a typed signature is acceptable):________________________________      

Date: ____________________________________________________________________
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