
 

 

STUDENT CONDUCT AND APPEALS OFFICE 

 
TEAM CHARTER 

 

Our mission: to fairly, professionally and efficiently administer the College’s conduct, 

appeals and complaints processes.  Maintaining integrity and serving the College 

community; every student, every colleague, every time. 

 
RESPONSIVE 

 We will personally acknowledge emails within 48 hours of receipt; where additional 
time is needed to provide a substantive response we will establish reasonable 
timeframes for doing so and endeavour to ensure they are met.  

 We will treat all deadlines in the College’s regulations as final, making sure that we 
allow sufficient time for drafts to be checked by the relevant reviewer. 

 We will keep relevant stakeholders appropriately informed of case progress. 

 Where deadline extensions have been exceptionally agreed we will inform students 
in writing as soon as possible and provide an explanation of the reason. 

 We will positively promote access to our team’s services, including through 
volunteering our names and contact details. 

 We will be alert to any information provided to us which discloses a risk of significant 
harm to an individual and refer without delay to a relevant manager. 

 We will anticipate the needs of others and take pre-emptive steps to provide help, 
support and guidance. 

 

INCLUSIVE 

 We will communicate clearly, succinctly, in plain English and with consistency. 

 We will recognise the potential impact of our work and communicate with tact, 
sensitivity and empathy at all times, particularly when delivering case outcomes and 
decisions. 

 We will maintain confidentiality and treat all information divulged to our team from 
both students and staff with discretion. 

 We will constantly strive to improve the processes we manage and involve interested 
parties when reviewing our policies and procedures. 

 We will tackle difficult situations by focusing on the solution, not the problem. 

 We will maintain open channels of dialogue which are honest and straightforward. 

 We will acknowledge people as individuals and listen to their views. 

 We will invite feedback on our team and our processes, and share with each other.  

 We will be facilitative and join up relevant parties. 

 We will provide opportunities for stakeholders to come back for clarity or further help 
to build their understanding; we will not assume knowledge.  

 We will contribute to team meetings, be open and clear with each other, and listen to 
different viewpoints, but will present a united front to our stakeholders. 

 

 



 

KNOWLEDGEABLE 

 We will inspire the confidence and trust of our stakeholders. 

 We will maintain and share expert knowledge on areas relevant to our work, 
including the College’s regulations, policies and procedures, and will take 
responsibility for keeping up-to-date with changes.  

 We will take personal responsibility for proactively filling knowledge gaps through 
self-directed learning, drawing upon the expertise of others and through training. 

 We will strive to engage with colleagues across all areas of the College, to better 
understand the intersection of our respective roles, foster good relations, exchange 
ideas about better ways of working and ensure the correct and effective 
implementation of the procedures we manage.  

 We will develop and share our knowledge and understanding of any relevant 
procedures and issues within Faculties and departments. 

 We will strive to advance our understanding of the King’s student experience through 
assisting at enrolment activities, graduation ceremonies and other College events. 

 We will make the most of opportunities to broaden our knowledge across all areas of 
casework as well as develop areas of individual specialism. 

 We will apply our knowledge; providing clear, straightforward advice to stakeholders. 
 

FRIENDLY 

 We will be professional and portray the image of professionalism in the way we 
present ourselves.  

 We will foster a friendly environment, being polite and courteous even when others 
are not. 

 We will each play our part to ensure that our office is a welcoming and approachable 
space for all visitors. 

 We will warmly greet each other personally in the office every day. 

 We will take advantage of opportunities to network and positively promote our work 
and invite others to engage with our team. 

 We will show respect and care towards others and be mindful of varying workloads. 

 We will build and maintain positive working relationships within the team and with 
others. 

 We will be fair in all our dealings with others, including through embedding 
transparency in our working practices. 

 

PROUD 

 We will align ourselves with the College’s mission statement and remember our 
purpose in the bigger picture. 

 We will champion the importance of our work; proudly upholding the reputation of the 
College. 

 We will be reflective in our practice and continuously review and promote what 
lessons can be learned from our work. 

 We will proudly recognise our expertise and share our achievements. 

 We will continuously strive for excellence. 

 We will be reflective, always striving to develop professionally and personally, 
individually and as a team. 

 We will take ownership of our work, individually and as a team, and see it through 
until the end or until it is safe to pass on.  

 We will be accountable to ourselves and our stakeholders for our work. 

 With tenacity, we will work to ensure fairness and that our processes gain the respect 
of our stakeholders. 


