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Student complaints 
 

 

G31.1 King’s College London is committed to considering and investigating genuine complaints from 

students. The College defines a complaint as an expression of dissatisfaction that warrants a 

response and the associated process provides a clear mechanism for that to happen. The College will 

review what led to the complaint and where appropriate seek an early resolution. Outcomes can 

also be used to improve services to all members of the College. 

 

G31.2 The basis of this procedure is that it is fair, efficient and transparent. The procedure has one 

informal and two formal elements: 

a) Stage One: local informal resolution (dealt with at the most local relevant level); 

b) Stage Two: formal investigation by the Head of Student Conduct and Appeals 

(HoSCA); 

c) Stage Three: appeal 

 

G31.3 The majority of cases are resolved through informal (Stage One) discussions without the need for a 

formal complaint to be made. To facilitate this, the College emphasises the importance of seeking a 

resolution through informal discussions at the earliest opportunity to avoid a protracted 

investigation. Where a complaint relates to the provision or delivery of a programme or part of a 

programme students should normally use their programme representative system in the first 

instance. 

 

G31.4 Complaints are to be raised by students and not third parties.  Group complaints are permitted, 

however in such cases one member of the group will be required to step forward as the group 

representative, through who, communication will be made.   

 

G31.5 The College recognises that people may act out of character in times of trouble or distress; 

however there is an expectation that all parties involved in a complaint will act reasonably and 

collegially, in line with the definition of expected conduct (Appendix G27), and treat the 

processes themselves in a respectful manner.  

 

Advice and guidance for students 
G31.6 Students are encouraged to seek advice both prior to and during the use of the procedure from 

any of the following sources: 
a) their Personal Tutor or Graduate Tutor; 

b) a Student Advisor; 
c) the Disability Advisory Service; 

d) the Diversity and Inclusion Team; 

e) the Students’ Union Advice Service; 

f) the Student Conduct and Appeals Office; 

g) a programme or student representative; 

h) their PhD or project supervisor; 

i) the Graduate School Office; 

j) a nominated person in the relevant service area, eg in Students and Education, 

Estates and Facilities, Library Services and Information Technology Services as 
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appropriate; 

k) Residence Services Manager. 

 

Scope 
G31.7 The Student complaints procedure can be used for complaints within the following areas, the 

consequences of which have an alleged adverse effect on the student wishing to make the 

complaint (the complainant): 

a) provision or delivery of programmes or parts of programmes; 

b) inadequate supervision on a research degree programme; 

c) inadequate services or facilities of the Faculty; 

d) decisions, actions or perceived lack of action taken by a member of College staff; 

e) decisions, actions or perceived lack of action taken by a central College service; or a 

member of staff acting on its behalf; 

f) complaints relating to discrimination, harassment or bullying. 

 

G31.8 The Guidance on harassment, bullying and discrimination for students provides further information 

and support on making a complaint within these areas. In such cases students are also encouraged 

to seek advice from the College Diversity and Inclusion Team. Students can use the Student 

complaints procedure in cases where their complaint relates to the activities of a member of staff, or 

a College service, provision or facility. Students can further seek advice from the Diversity and 

Inclusion Team where a complaint relates to another student, if related to bullying, harassment and 

discrimination, but any subsequent formal process for student complaints against other students 

will be investigated under the Misconduct Regulations (G27). 

 

G31.9 The Student complaints procedure does not cover the following areas: 

a) Complaints arising from action taken under the Misconduct Regulations (G27). 

b) Complaints arising from matters related to fitness to practise, academic progression, 

assessment or examination. Students are referred to the appeals procedures of the 

respective regulations; G28 Academic Progress, G29 Fitness to Practice, T44 Taught 

Programme Academic Appeals and R18, Research Degree Programme Academic 

Appeals.  Students cannot use the Student complaints procedure following an unsuccessful 

appeal under the Regulations listed above. However, if, in the opinion of the HoSCA, an 

academic appeal is based on a complaint not wholly related to the conduct of the 

assessment and requiring investigation outside the remit of the Assessment (Sub) Board, 

then those aspects of the appeal may be dealt with under the provisions of this Student 

complaints procedure before the findings are reported to the Assessment (Sub) Board. 

c) Complaints relating to the activities of another student (including complaints related to 

bullying, harassment and discrimination by another student), which will be investigated 

as allegations of misconduct under Misconduct Regulations (G27). 

d) Complaints relating to services provided by collaborative partners or other organisations 

involved in the delivery of the student’s programme. In such instances, students are 

referred to the complaints procedure of the partner organisation, but have the ultimate 

right of appeal to the College in the case of issues which impact on a student’s programme 

of study. Therefore if students are dissatisfied with the outcome once they have exhausted 

all stages of the complaints procedure at the partner organisation, they have a right to 

appeal to the College for a review of their complaint at Stage Three of the Student 



G31 ACADEMIC REGULATION (APPENDIX) 
2017/18 

 

G31 Complaints from students are carefully considered and, if appropriate, shall be investigated by the 
Head of Student Conduct and Appeals. 

complaints procedure. 

e) Complaints against King’s College London Students’ Union (KCLSU). Students are 

referred to KCLSU Student Complaints (non-election) Procedure for complaints against 

KCLSU. If, after KCLSU procedures have been exhausted, a student feels that 

consideration of their complaint has not been carried out in a fair and democratic manner 

they may submit a further appeal to the HoSCA which must be received in writing within 

14 days from the date of the final decision of KCLSU. 

 Appeals to the HoSCA will be limited to a consideration of the argument that the 

KCLSU Student Complaints (non- election) Procedure was not operated in a fair and 

democratic manner by the Students’ Union. The HoSCA will consider any such 

submission and either reject the appeal, or uphold the appeal and return the complaint to 

KCLSU to reconsider. On completion of their review of the further appeal, the HoSCA 

will commission the issue of a Completion of Procedures Letter. A student who disagrees 

with the outcome issued by the HoSCA may take their complaint to the Office of the 

Independent Adjudicator for Higher Education. 

f) Complaints relating to a student’s fee status. Students are referred, in the first instance, 

to the King’s Admissions Office’s Procedure for contesting fee status decisions for 

enrolled students. 

 

G31.10 The scope of the Student complaints procedure extends to former students of the College, 

provided that any time limitations are observed (see timescales below). 

 

Complaints made without foundation (frivolous), in bad faith (vexatious) or anonymously 
G31.11 Examples of frivolous or vexatious complaints include the following: 

a) complaints which are obsessive, harassing, or repetitive; 

b) insistence on pursuing non-meritorious complaints and/or unrealistic, 

unreasonable outcomes; 

c) insistence on pursuing what may be meritorious complaints in an 

unreasonable manner; 

d) complaints which are designed to cause disruption or annoyance; 

e) demands for redress which lack any serious purpose or value. 

 

G31.12 The College may terminate consideration of a complaint if it considers it to be without foundation or 

in bad faith. In such instances the College will write to the student to explain why it is terminating 

consideration of the matter. Where it is found that a student has raised a complaint of this nature, or 

used false information, the College will consider taking disciplinary action under the Misconduct 

Regulations (G27).  The student will be provided with details of how to appeal against such a 

decision. Additionally the College will not consider anonymous complaints. 

 

Victimisation: declaration of intent 
G31.13 Subject to the above the College undertakes that any student seeking to use this procedure will not 

be treated less favourably in her/his subsequent academic career, or College life, as a result of 

action taken to pursue an alleged complaint. 
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Resolution of complaints 
G31.14 Where a complaint is upheld in whole or in part, possible outcomes may include an apology, a 

clear explanation of the events or context that led to the incident in question, a change in 

procedures to ensure that the circumstances do not recur, referral of the complaint for 

consideration under another College procedure (e.g. the disciplinary procedures for academic and 

non-academic staff) or a combination of these or other outcomes. 

 

G31.15 Students who are seeking an academic resolution to their complaint, such as a change in 

progression outcome, should seek redress for their complaint through the Academic Appeals 

Regulations (T44 or R18) or the Academic Progress Regulation (G28). 

 

G31.16 At each stage of the procedure, complainants will receive the reasons for the outcome of 

their complaint. 

 
G31.17 If at any stage in the investigation of a complaint, the person charged with investigating the 

complaint determines that the complaint should more appropriately be considered under another 

College procedure (e.g. the disciplinary procedures for academic and non-academic staff); they 

shall refer the complaint for consideration under that procedure. The student who has submitted 

the complaint shall be informed that the complaint has been referred to another College procedure 

and the reasons for the referral, to the extent that this information can be conveyed without 

prejudice to the rights of other parties. Any further action under the Student complaints procedure 

shall normally be halted pending the outcome of the process under the other College procedure. 

 

G31.18 At any point during Stage One or Stage Two of this procedure, a complainant may be referred for 

informal mediation if requested by the complainant or by the College with the agreement of the 

complainant. Mediation will normally be facilitated by the College Senior Tutor for undergraduate 

or taught postgraduate students or by the Director of the Graduate School for postgraduate research 

students. Further consideration of the complaint under this procedure shall be suspended while 

informal mediation to seek to resolve the complaint takes place. If informal mediation is unable to 

resolve the complaint, consideration of the complaint under this procedure shall be resumed. 

 

Confidentiality and record keeping 
G31.19 The College will seek to do all within its power to limit the disclosure of information as is consistent 

with conducting a fair investigation and the implementation of any recommendations following 

investigation into the complaint. However, if a student names another member of the College, then 

the person(s) named will normally have the right to know the complaint made against her/him in 

order to be able to reply to the complaint. This is consistent with the duties owed to the College’s 

staff and students. If a student refuses to name a person who is relevant to their complaint, the 

College will not be able to consider or investigate the case. 

 

G31.20 Once a student has made a formal complaint, records will not be held on the student file but kept 

securely in the Student Conduct and Appeals Office. Records will be retained as required for a 

reasonable period as a way of monitoring service enhancement but original copies of formal 

complaints must be sent to the HoSCA at the conclusion of the case. 
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Timescales 
G31.21 This procedure outlines timescales within which the College and the student aim to work. Only in 

exceptional circumstances and at the discretion of the HoSCA will the College accept complaints 

from students outside these timescales. The College endeavours to respond within the timescales 

that are outlined, but unfortunately this will not always be possible. In some cases an investigation 

might need to take longer than usual to ensure that all of the issues raised have been appropriately 

addressed. In addition there may be circumstances beyond the College’s control, such as a relevant 

member of staff or a student being away from the College, where it may not be possible to adhere to 

the timescales it has set for itself and still carry out a proper investigation. Any delay must be 

communicated to all parties. 

 

G31.22 The complainant should raise the complaint at the earliest opportunity and in any case in respect of 

Stage Two no later than three months from the complainant being aware of the incident / 

sequence of events giving rise to the complaint. Only exceptionally and at the discretion of the 

HoSCA will the College consider a complaint raised after this deadline. 

 

Stage One: local informal resolution 
G31.23 The complainant should first of all raise the complaint informally with the relevant person at the 

earliest opportunity. In many cases the first point of contact will be the complainant’s personal 

tutor, graduate tutor, senior tutor or programme tutor. Postgraduate research students can approach 

their first or second supervisor or the Head of Graduate Studies or equivalent in their Faculty, 

Division or Department in the first instance. However if the complaint is in relation to a student’s 

disability or bullying, harassment or discrimination it may be appropriate for the student to seek 

advice from the Disability Advisory Service/Diversity and Inclusion Team in the first instance. 

Both staff and students can approach the Disability Advisory Service/Diversity and Inclusion 

Team for advice. 

 

G31.24 If the complaint is to do with the conduct of services delivered by a central College department 

the complaint should initially be raised informally with the relevant line manager or Head of 

Section/Department. 

 

G31.25 If the complaint concerns the person nominated as the first point of contact, such as the personal 

tutor or the head of a service area, a complainant should seek advice as appropriate from the persons 

listed above. 

 

G31.26 The person nominated as the first point of contact, as defined above, will listen to and discuss 

informally the nature of the complaint. Although the nominated person(s) will not carry out a 

formal investigation they can advise on how the matter could be resolved swiftly and will normally 

keep informal notes for their own purposes. 

 

G31.27 If the outcome of the discussion is that no resolution can be agreed to the satisfaction of the 

complainant, they will be made aware of the opportunity to submit a formal complaint. Although 

not obliged, a complainant would normally be expected to wait for the outcome of the informal 

stage before making a formal complaint under Stage Two of this procedure. The nominated 

member of staff may themselves wish to refer the complainant to Stage Two of this procedure 

should they feel that the matter requires a more thorough investigation or the complaint appears to 
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be particularly complex. If the complainant does not agree to submitting a formal complaint this is 

the end of the matter as far as this procedure is concerned. 

 

Stage Two: formal investigation 
G31.28 Should a complaint not be dealt with informally to the satisfaction of the complainant she/he may 

initiate a formal complaint. Stage Two of the complaint procedure involves a formal investigation 

by the Faculty/Department. 

 

G31.29 To initiate a Stage Two complaint, the complainant must submit a Stage Two Complaint Form to 

the HoSCA for an investigator in the Faculty/Department to be appointed.  The investigator will 

normally have up to 21 days from the date of receipt of the completed form to investigate and 

respond in writing to the complainant.  

 

G31.30 The investigation will include looking into the circumstances of the complaint as well as whether 

or not any members of staff involved followed published College, Faculty or department 

procedures. The investigation may involve interviewing the complainant and other persons 

directly involved. The person charged with investigating the complaint may seek opinion and 

information from any person with an interest in or knowledge of the matter being complained 

about. 

 
G31.31 At the conclusion of the investigation the investigator will form a judgement on the merits of the 

complaint and the complainant will be informed in writing of her/his findings. The findings will 

include the judgement regarding the merits of the complaint and, if applicable, proposals for a 

resolution of the complaint and/or recommendations for further action arising from the 

complaint. The letter will also inform the complainant of the right to move to Stage Three of 

this procedure if she/he remains dissatisfied with the findings. 

 

Stage Three: appeal 
G31.32 An appeal against the findings of the formal investigation may be allowed, subject to the 

discretion of the Vice-Principal (Education) or their nominee. 

 

G31.33 An appeal must be requested in writing on the form provided for the purpose together with a copy 

of the original complaint and the investigation outcome letter, and submitted to the Vice-Principal 

(Education) via the HoSCA within 14 days from the date of written notification of the decision 

which is to be the subject of the appeal. The grounds for the appeal must be clearly stated as part 

of the request and appropriate documentation supplied. 

 

G31.34 The Vice-Principal (Education) may allow an appeal to be heard if she/he is satisfied that either or 

both of the following criteria apply: 

a) that there is new evidence that could not have been, or for good reason was not, made 

available at the time of the investigation by the HoSCA and that sufficient evidence 

remains that the complaint warrants further consideration; 

b) that evidence can be produced of significant procedural error on the part of the College 

in investigating the complaint, and that sufficient evidence remains that the complaint 

warrants further consideration. 
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G31.35 The Vice-Principal (Education) has discretion to take into account grounds (including grounds of 

compassion) other than those stated above in deciding whether to allow an appeal to be heard. 

 

G31.36 If the Vice Principal (Education) decides to allow an appeal to be heard she/he will appoint an 

Appeal Committee. She/he will normally advise the student, in writing, of her/his decision on the 

appeal application within 42 days of its receipt. If an appeal is rejected reasons will be given. 

 

G31.37 All documentary evidence relating to the complaint and the hearing of the Committee shall be 

circulated to the Committee members, to the complainant and to all person(s) and/or 

Department(s) complained about not less than fourteen days prior to the hearing. 

 

G31.38 Such documentation should include: 

a) the composition of the Appeal Committee; 

b) the date, time and place of the hearing; 

c) a brief summary of the purpose of the hearing; 

d) all documentation submitted by the complainant at Stages One and Two; 

e) the report of the investigator at Stage Two; 

f) the letter from the Vice-Principal (Education) at Stage Three confirming the reasons for 

the granting of the hearing; 

g) all written responses; 

h) any other documentation, correspondence or written submissions relevant to the hearing, 

including witness statements submitted at any stage prior to Stage Three. 

 

G31.39 The complainant and all person(s) and representatives of Departments complained about shall 

normally be expected to attend the hearing to give evidence. Any other persons may be asked to 

attend to give evidence, or for any other reason, if the Committee so wishes. The complainant and 

person(s) complained about shall have the right to invite a reasonable number of relevant witnesses 

to give evidence to the Committee. The names of any witnesses must be received in writing by the 

HoSCA at least two working days prior to the hearing. The person(s) or Department(s) complained 

about will be notified by the HoSCA in advance of the hearing of the names of any witnesses which 

the complainant intends to invite. It is the complainant’s responsibility to invite any witnesses they 

wish to attend, and it is the complainant’s responsibility to ensure witnesses can attend, and provide 

them with any documentation. The appeal will not normally be postponed due to the unavailability 

of a witness, and any decision to postpone is the sole discretion of the Chair. 

 

G31.40 The complainant may be represented at the Committee by another College member or, where the 

complainant is registered on a programme with professional registration, a member of the relevant 

professional organisation. 

 
G31.41 The complainant may also be accompanied by a family member or a friend (either from inside or 

outside the College) but that person will not normally be allowed to speak on the student’s behalf, 

unless this is a reasonable adjustment, such as a sign language communicator or interpreter.  

However, the Committee will have the discretion to consider representations from the student for 

the friend or family member to make a statement. 
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G31.42 If the complainant is to be represented and/or accompanied, the name(s) of the person/persons 

who is/are to attend must be received in writing by the HoSCA at least two working days prior to 

the hearing. The Committee has the discretion to refuse to permit a representative or friend or 

family member to attend where prior written notice has not been given. 

 

G31.43 If the complainant wishes to be represented by an individual not listed above she/he must make 

representations in writing to the Committee Chair via the HoSCA, at least two working days prior 

to the hearing. The Committee Chair has the absolute discretion to accept or reject an application 

for alternative representation and her/his decision will be final. 

 

G31.44 Each party’s evidence or statement(s) will be given in the presence of the other party/parties) 

involved in the dispute and, through the Chair, questions may be asked about each presentation by 

all parties. The Committee may also ask questions of all parties. 

 

G31.45 The Appeal Committee’s findings shall be arrived at by a majority vote of the members of the 

Committee. All votes cast shall be confidential to the Committee and the decision shall be 

announced as the decision of the Committee. The Committee may have reason to adjourn for a 

specified period to allow for the collation of additional information that may have subsequently 

come to light. This will be at the discretion of the Chair. 

 

G31.46 The findings shall include the Committee’s judgement regarding the merits of the complaint and, if 

applicable, proposals for the resolution of the complaint, recommendations for a review of 

procedures or practices that may have contributed to the complaint, or any further action arising 

from the complaint. 

 

G31.47 The Chair will give confidential written confirmation of the decision of the Committee to the 

complainant and to all named individuals or parties directly involved in the dispute (including the 

Faculty/Institute/School, Division, Department or service area), normally within 14 days of the 

meeting at which the decision was made. The written confirmation will state the reasons for the 

decision made. 

 

G31.48 The decision of the Committee shall be final and will be the end of the internal procedure. 

 

G31.49 The Committee may make recommendations to the Vice-Principal (Education) concerning the 

implementation of a decision to resolve a complaint. The Committee may also make 

recommendations to the Director of Students and Education concerning possible action under the 

relevant provision(s) of the Misconduct Regulations (G27) in the case of a student held to have 

brought forward an alleged complaint under this procedure without foundation, knowing the 

alleged complaint to be in bad faith. The Committee may make other relevant recommendations 

to the Vice-Principal (Education) or to the Director of Students and Education / Director of the 

relevant Service Directorate, as appropriate. All outcomes will be recorded and monitored by the 

HoSCA. 

 

G31.50 The implementation of any recommendation of the Committee is at the discretion of the 

Vice-Principal (Education) or Director of Students and Education/relevant Director, as 

appropriate. 
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Useful Links 
Office of the Independent Adjudicator (OIA) 

Data Protection Policy 

Misconduct (G27) 

Appeal Committee Structure 

Student Conduct and Appeals webpages 

 

Exemptions: not anticipated.  For advice contact appeals@kcl.ac.uk. 

http://www.kcl.ac.uk/aboutkings/orgstructure/ps/acservices/conduct/oia.aspx
https://www.kcl.ac.uk/governancezone/GovernanceLegal/Data-Protection-Policy.aspx
https://www.kcl.ac.uk/campuslife/acservices/Academic-Regulations/assets-17-18/G27.pdf
https://www.kcl.ac.uk/campuslife/acservices/Academic-Regulations/assets-17-18/G57-Committee-Structure.pdf
https://www.kcl.ac.uk/campuslife/acservices/Academic-Regulations/assets-17-18/G57-Committee-Structure.pdf
http://www.kcl.ac.uk/aboutkings/orgstructure/ps/acservices/conduct/index.aspx
mailto:appeals@kcl.ac.uk

