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1. Policy Statement

1.1. This policy describes how the Notting Hill Academy of Music (NHAM) looks upon the
issue of Student Complaints and Grievances.

1.2.
a fair and equitable manner.

1.3.

This policy applies to all students and is designed to ensure that students are treated in

The Administration Manager is responsible for managing and reviewing this policy and

for the effective operation of the Student Complaints and Grievances Policy and

Procedures outlined below.

1.4.

The content of this policy aligns with government legislation, the regulations of NHAM’s

collaborative partners, and other external stakeholders to whom NHAM must make

reference.

1.5.
procedures:
* Academic Appeals

* Academic Misconduct
* Admissions

* Bullying and Harassment

The Student Complaints and Grievances Policy has a link with the following policies and



https://www.esc.ac.uk/about-esc/policies-and-procedures
https://www.bruford.ac.uk/about/who-we-are/policies-and-procedures/
https://www.qaa.ac.uk//en/quality-code/advice-and-guidance/concerns-complaints-and-appeals

* Equality and Diversity
Objectives

2.1. To explainin an open, transparent and accessible way how NHAM deals with student
complaints and grievances.

2.2. To describe the processes undertaken as part of the Student Complaints and
Grievances Procedure.

Student Complaints and Grievances

3.1. Complaints against NHAM made by students are treated seriously and, if found to be
valid, are acted upon to ensure that the students’ interests are protected as far as it is
possible for NHAM to do so.

3.2. Specific procedures exist already for dealing with the following matters:
* Academic Appeals against the decisions of Student Progression and Assessment
Board or Final Exam Board decisions;
* Alleged bullying and/or harassment;
* Alleged inequality of opportunity;
* Matters which fall within the remit of the student disciplinary procedures (e.g.
plagiarism/Academic Misconduct).

3.2. The procedures detailed below are designed for all other forms of student complaints
which do not fall within one of the above procedures.

3.3. It should be noted that these complaints procedures are not designed to deal with
problems such as:

* missing coursework;

* unexplained absence of a lecturer;

* |ate return of work;

* issues with room booking/tutorial credits; or
* teaching room deficiencies etc.

except in so far that such concerns are not resolved through simpler procedures or are
persistent.

3.4. These complaints procedures and any decisions made under them are not intended to
give rise to legal rights, or obligations on NHAM or its awarding bodies to pay
compensation either in respect of a decision made pursuant to the procedures or for a
breach of these procedures. These procedures are intended to facilitate NHAM to
resolve grievances.

3.5. Anonymous complaints will not normally be considered.
Principles which underpin the general student complaints procedures

4.1. The guiding principles of these procedures are that complaints shall be:
* treated seriously and with fairness;

* dealt with quickly, simply and at the appropriate level of NHAM;



* treated consistently across NHAM subject to the principles of natural justice

* progressed through two stages: an informal stage and, if necessary, a formal
stage;

* dealt with and resolved wherever possible at the informal stage and shall be
without prejudice to a student’s group or a group of students’ right to
pursue legal remedies outside NHAM and the awarding body, having
exhausted NHAM and/or the awarding body’s complaints procedures

* In order to be considered, any student complaint must be submitted no
more than six calendar months after the event or problem relating to the
complaint.

5. Procedures (Student complaints and grievances)
In all situations where students have a minor query or issue, they should talk to their Tutor,

Mentor or the Administration Manager, who may be able to resolve the issue without
needing to make use of these Student Complaints and Grievances procedures.

6. Hierarchy of Escalation of Complaints

Nature of Complaint/ Informal Stage 1 Informal Stage 2 Formal Stage:
Grievance Responsibility Responsibility Escalate to
Academic Academic Tutor Administration Manager Principal
Facilities Academic Tutor Administration Manager Principal
Administrative Academic Tutor Administration Manager Principal
IT Academic Tutor Administration Manager Principal
Financial Academic Tutor Administration Manager Principal

Informal Stage

1. Informal Stage 1

1.1 Inthe first instance students who wish to make a complaint should discuss it with a
member of NHAM staff who will advise whether or not the complaint is best progressed
through:

* An NHAM Teaching, Learning and Assessment Committee;

* Reference to specific persons who can resolve the problem, e.g. Tutor,

Administration Manager, Principal

* One of the alternative procedures set out in paragraph 3.2 above;

* These general complaints procedures; or

* Exceptionally, the student complaints and grievances procedures of NHAM’s

awarding organisation.



1.2 The member of staff consulted shall discuss the complaint fully with the student and,
with the student’s consent, anyone else involved, to see if it can be resolved informally.
Where appropriate, a member of Education Administration will support the process.

1.3 The outcome of complaints dealt with informally at Stage 1 should be briefly
documented and passed to Education Administration for recording against the student’s
record and in order to send a copy of the outcome to the student. Students are permitted to
complain without risk of disadvantage. Normally, complaints handled through Informal Stage
1 shall be dealt with within, at most, 10 working days.

2. Informal Stage 2

2.1. If the student is dissatisfied with the result of Informal Stage 1, the complaint shall be
sent in writing (either in hard copy, email or via the Student Complaints Form) to
Education Administration within 10 working days of the completion of Informal Stage 1

2.2. Education Administration will direct the complaint to the relevant member of NHAM
staff (see hierarchy grid above), who will investigate the complaint fully and shall seek to
achieve an informal resolution of the problem(s), either by correspondence or through
discussion with the complainant as soon as possible.

2.3. Progression to the Formal Stage should only be necessary in exceptional circumstances
since most complaints, other than ones related to persistent problems, should be
resolved at the informal stage.

2.4. If the complaint directly involves a manager of a service, it shall proceed directly to the
formal stage.

3. Groups of Complainants

3.1. NHAM recognises that students may wish to lodge complaints collectively. In such
instances students are asked to nominate one spokesperson with whom NHAM staff will
liaise to address the complaint. This spokesperson should endeavour to gather the views
of all of the students who wish to lodge the complaint. If Informal Stage 1 does not
satisfactorily address the complaint, the spokesperson should complete a written
explanation of the complaint (either a report or via the Student Complaints Form), which
should be agreed by the entire group before submission.

4. Formal Stage

4.1. If a student is dissatisfied with the result of the two informal stages, they shall proceed
to the formal stage. They shall put the complaint and the reason why they are
dissatisfied with the outcome of the two informal stages in writing to Education
Administration within 10 working days of the completion of Informal Stage 2.

4.2. Education Administration shall:

* acknowledge receipt of the written complaint within three working days;

* advise, in writing and within three working days, any member(s) of staff or
students involved that a formal complaint has been received; and

* escalate the complaint to a member of Senior Management.



4.3. The Principal shall consider the evidence, written or otherwise, and, if necessary, hold
such discussions with the complainant and any other persons they deem appropriate in
order to fully investigate the complaint.

4.4. The Principal, having fully investigated the complaint over a period not normally
exceeding 10 working days from its receipt, shall decide whether:

* the complaint should be progressed through other procedures (e.g. procedures
indicated in paragraph 3.2) in which case the complaint shall be terminated at
this stage; or whether

* there is no reasonable justification for the complaint, in which case the
complaint shall be terminated at this stage; or whether

* thereis reasonable justification for the complaint
there is no reasonable justification for the complaint, in which case the
complaint shall be terminated at this stage; or whether

4.5. The Principal shall:

* make their decision known in writing;

* recommend resolutions to any justifiable complaint which all parties involved in
the complaint shall be invited to accept; and

¢ if the recommendations are agreed, shall take steps to ensure that they are
implemented in full within the agreed time period.

4.6 Education Administration/Registry will then:
* Inform the student and to the members of staff or other students involved of the
decision.
* Monitor the agreed resolutions to the complaint.
* Record the number and type of complaints received in an academic year in order
to identify trends, evaluate the effectiveness of and make enhancements to the
Student Complaints and Grievances Policy and Procedures.

Monitoring

7.1 The complainant will be contacted via email after 1 month to ask them to comment on
the success of the formal stage of the complaints process. If the formal stage has not
resolved the issue, the complainant may be asked whether they wish to repeat the formal
stage process or they will be advised on how to progress their complaint to NHAM'’s
awarding organisation.

Appeal

1. If the student is not satisfied with the decision at the conclusion of NHAM'’s Formal stage
or if the recommendations made at this stage are not implemented, they may appeal to
NHAM'’s collaborative partner, which will follow their own process and can be found on
their institution website.

2. If the student is enrolled on NHAM’s own Internal Qualification, NHAM’s decision is final.






