
Need help? 

 

If you need more information and advice on how to 

make a complaint, the Welfare Point can help you with: 

 

Explaining the different steps to complaint        

procedure; 

Helping you decide whether it is relevant to make 

a complaint; 

Advising you on how to write your letter of    

complaint; 

Advising you at each stage of the complaint. 

 

 

Contact: 

 

Cecile Guilloteau 

Welfare and Representation Coordinator 

Students’ Union (first floor) 

Tel: 0131 474 0000 

@: cguilloteau@qmu.ac.uk 

 
 

ComplaintsComplaints  

Unhappy with your learning experience or 

service provision?  

 

 

You have the right to bring   

matters of concern to the       

attention of the University in   

order to find a satisfactory   

resolution  

 

 

This guide provides you information on the process 

to follow when submitting a complaint about the 

University 



Grounds for complaintsGrounds for complaintsGrounds for complaints   

 

A complaint is “any expression of dissatisfaction that a University service 

has either failed to match the standards of service promised or standards 

that it would be reasonable to expect”. 

 

Service provision includes any aspect of the University’s operation to   

provide an individual with a definable service.  

 

Services Provision: 

Academic provision  

(e.g. Quality of teaching)  

 

Academic support services 

(e.g. IT and technical support, 

library services) 

 

Academic advising/personal 

tutoring 

 

Student Administrative and 

Support Services 

 

Central services  

(e.g. Finance, catering,        

accommodation and facilities)  

 

University Complaint Procedure 

CANNOT be used to : 

 

Complain against the Students’ 

Union, 

 

Complain against decisions of 

Board of Examiners, 

 

Complain against franchised 

centres. 

 

These relate to other procedures. 

 

Please seek advise from your      

Students’ Union if you are unsure. 

Informal ResolutionInformal ResolutionInformal Resolution   

 

Before submitting a formal complaint, you must seek to resolve the issue 

through informal ways. 

 

To achieve a resolution, depending on the issue, you may meet with the 

responsible individual or group, with the Head of Subject or Support De-

partment, with your Personal Academic Tutor, with the Programme 

Leader or arise the issue to Student Staff Consultative Committee through 

student representative. 

Submitting a formal complaintSubmitting a formal complaintSubmitting a formal complaint   

 

Stage 1 

 

If you are unhappy with the response to your complaint at the informal 

stage you may submit a formal complaint in writing to the Academic 

Registrar who will acknowledge receipt within 7 working days. 

 

Your written complaint should include the grounds for complaint, the 

steps taken to date to resolve the complaint, the reason(s) for that action 

not being considered adequate and the resolution sought (template      

letters are available in your Students’ Union) 

 

The Academic Registrar will pass the complaint to the Dean of School, 

Head of Department or any other suitable impartial person to              

investigate. 

 

Outcomes of the investigation should be completed within 30 days of 

receipt of your letter of complaint. 

 

You may be called to a meeting to provide further details and evidence 

in support to your complaint.  

 

You can ask The Students’ Union to represent you at any meeting you 

will have to undertake during the procedure 

 

 

Stage 2 

 

If you consider the outcome of your formal complaint unsatisfactory, you 

can resubmit your complaint to the Academic Registrar within 10     

working days of the date of notification of the outcome. 

 

Your appeal will be referred to an Complaint Hearing ONLY if: 

 

there was an irregularity in the procedure at stage 1; 

 

Additional evidence has been made available. 


