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The HE Academic Quality Leader is able to advise staff on the procedure and on the use of 
this Code of Practice.  
 

The scope of making an appeal or complaint applies to all HE information that is made public: 
Below is a list (not exhaustive) of examples where the college need to make sure that the 
information is accurate, accessible, and clear. 

1. Web site and web page information 
2. Any information held on EBS or any other database held by the college 
3. HE site for students 
4. Enrolment forms 
5. Application forms 
6. Admissions letters of acceptance or rejections to prospective students 
7. Up to date list of applications including acceptance and rejections and dates of 

interviews (held by course leaders and copies to Admissions) 
8. Brochure and leaflets 
9. CIS’s 
10. Complaints application 
11. Appeals application 
12. Prescribed & Non-Prescribed HE Policies and Procedures 
13. Course information contained in Course handbooks AND Module Gu.2 (ai)ed in 
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Grounds for making a complaint  
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5.6 The Director of Curriculum and Quality must be kept informed of progress (particularly if 
there is any delay in handling the complaint and reaching an outcome) for monitoring purposes 
and in some circumstances so that it may be possible to advise staff handling a complaint.  
 
 
 
Section 6  
Resolving a Complaint  
6.1 Consider all the relevant information, weigh up any conflicting evidence, and take account 
of the circumstances. Keep notes of significant aspects of the case.  
 
6.2 Determine whether there is justification to the complaint and if action should be taken.  
 
6.3 After reviewing the options for action, (see ‘Outcomes’ below), decide which to take and 
the method of implementation. Keep a record of these decisions.  
 
6.4 In conjunction with the HE Academic Quality Leader offer an informal resolution of the 
complaint to the student without prejudice to their further action under the procedure. If 
acceptable to the student, then a note to this effect should be made and copied to the HE 
Academic Quality Leader, together with any action taken within the college as a consequence 
of the complaint.  
 
6.5 In conjunction with the HE Academic Quality Leader inform the complainant and other 
appropria 
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Section 7  
Confidentiality  
7.1 Complaints will be dealt with in confidence as far as possible and only by those members 
of staff who need to consider them. Only information about the complaint that is necessary for 
the purpose of investigating and resolving the complaint and keeping appropriate records will 
be revealed to another person.  
 
7.2 Documentation on the complaint will be kept in a secure location. Discussions and 
interviews on the matter will be held in private.  
 
Information will be stored and processed in accordance with The General Data Protection 
Regulation (GDPR) 25 May 2018. For further information please refer to the Overview of the 
GDPR (via the Information Commissioner’s Office: 
https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-
protection-regulation-gdpr/ 
 
The College policy can be found at: https://www.boltoncollege.ac.uk/assets/Uploads/Bolton-
College-Data-Protection-Policy-vDP1-2022.pdf 
 
7.3 The impact the GDPR will have on the college is that the college will retain all complaints 
information for 2 years from the date from the Completion of Procedures Letter (COP) has 
been sent to the complainant; or if a student decides not to pursue the complaint, the 
information will be retained for 15 months after the complainant discontinues with the 
complaint. 
 
7.4 If a complainant requests anonymity they will be advised by the HE Academic Quality 
Leader that this may place limitations on the investigation and possible outcome. If this is likely 
to be the case, a request will be made for the student’s agreement for disclosure of their name 
in connection with their complaint and it may be that the complaint will not be considered if 
anonymity is insisted upon. 
 
 
 
 
Data Protection Policy: 

https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/
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Student Complaints Procedure  


