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University of East Anglia




	COMPLAINTS FORM

Non-Academic

(Stage One)




You should complete this form if you want formally to raise concerns about matters which are the responsibility of the University, but which do not directly relate to your programme of study, its associated academic facilities nor to an academic result, such as marks. We take these matters seriously at UEA and our procedure is designed to enable your concerns to be considered fully and action taken to remedy the situation where appropriate.

If the issue you are concerned about relates to your academic results, or any circumstances that you believe may have affected your academic results, you should use the Academic Appeals Procedure available from your Faculty Office or online at:

https://intranet.uea.ac.uk/ltqo/studentexperience/academicappeals%26complaints 
If the issue you are concerned about relates to your programme of study or its associated academic facilities you should use the Academic Complaints Procedure available from your Faculty Office or online at https://intranet.uea.ac.uk/ltqo/studentexperience/academicappeals%26com plaints   
Before completing the form and beginning formal procedures, first check whether the matter you are concerned about can be resolved informally.  Support and advice is available from a number of sources - try speaking to your teacher, adviser or supervisor first.  The Dean of Students’ Office and/or the Student Union’s Student Advice Centre will also provide good independent advice.  

Please note that where the University considers that there is a more appropriate procedure for dealing with your complaint, your complaint will be dealt with in accordance with these alternative procedures (and you will be formally notified of this).

To begin the formal procedure, complete the form as indicated in each section.  If you have any concerns or queries about filling in any part of the form, the people mentioned above will be pleased to discuss these with you.  This form is also available online at:
https://intranet.uea.ac.uk/ltqo/studentexperience/academicappeals%26complaints 
	SECTION A  –  YOUR PERSONAL DETAILS



	Full Name
	

	Registration Number
	

	Semester Address
	

	
	

	
	
	Post Code
	

	Email
	
	phone
	

	Mobile
	

	Home Address
	

	
	

	
	
	Post Code
	

	Telephone
	

	School
	

	Course
	

	
	

	SECTION B  –  YOUR COMPLAINT 



	WHAT DO YOUR CONCERNS RELATE TO? 

(e.g. car parking, residences, non-academic staff, University buildings)



	

	WHAT IS YOUR COMPLAINT?

(Please explain why you are dissatisfied with the above.)



	

	HOW WOULD YOU LIKE YOUR CONCERNS TO BE ADDRESSED?

	

	

	

	SECTION C  –  EQUAL OPPORTUNITIES MONITORING  



	It is important that the University monitors the operation and effectiveness of the Complaints Procedures from the perspective of equal opportunities.  Please will you complete, detach and return Section C (the last pages of this document) 



	SECTION D  –  DECLARATION



	I confirm that the information given on this form and in supporting documents is true to the best of my knowledge and belief.



	Signed


	

	Date


	


What happens next?

You need to submit this form and any supporting documents to the Dean of Students Office (remember to take copies for yourself first).
The member of staff appointed to deal with your Complaint and act as your contact will be in touch to acknowledge receipt of your Complaint form.

You will be contacted again within 20 working days about the outcome or advised within that time if more time is needed for investigation.

As noted above, where a more appropriate procedure exists the Dean of Students will refer your complaint to this procedure. Where this is the case, the Dean of Students will write to you to tell you which procedure is being followed and the name of the member of staff who will be dealing with your Complaint.

Investigation and outcome

If the Dean of Students decides that your Complaint is to be dealt with using the Non-Academic Complaints procedure an Investigating Officer will be appointed to conduct an investigation into your concerns. Based on the report of the Investigating Officer and on the available evidence, the Dean of Students will decide whether the complaint has any substance and whether any remedial action is required. You will be sent a letter notifying you of the Dean of Students’ decision and explaining the reasons for it.

Still not happy?

Whatever the outcome, if you are still not happy that your concerns have been properly addressed, you may decide to submit a Stage Two Complaint.  

For a Stage Two Complaint to be considered, you must submit it within 20 working days of the notification to you of the outcome of your Stage One Complaint.
A complaint should not be made lightly and before deciding you should ask for advice.  Support and advice is available from a number of sources - try speaking to your teacher, adviser or supervisor first.  The Dean of Students’ Office and/or the Student Union’s Student Advice Centre will also provide good independent advice.  

If after taking advice you decide to take your case further, you can find details of the full procedure and information about going to Stage Two at your Faculty Office or online at:

https://intranet.uea.ac.uk/polopoly_fs/1.132544!FWF46A%20ACAD%20COMP%20PROC.pdf 
	SECTION E  –  FOR DEAN OF STUDENTS’ OFFICE USE ONLY  

See Complaints Procedure for guidance.



	
	
	
	

	NAME OF COMPLAINANT:
	

	REGISTRATION NUMBER:
	

	FACULTY:
	

	SCHOOL:
	

	PROGRAMME:
	

	
	
	
	

	Date received
	
	Decision deadline (20 working days)
	 

	Office Co-ordinator
	

	Date acknowledgement and contact names sent to student
	

	Non-academic Complaint
	
	Other Procedure
	

	Investigating Officer (if non-Academic Complaint)
	

	If Other Procedure please specify
	

	Sent to
	
	Date
	

	Date of Dean of Students’ decision letter to Student 
	  Date
	

	
	


	Summary of evidence considered (to be included in response to Student).




	Notes



	SECTION C  –  EQUAL OPPORTUNITIES MONITORING




The University has obligations under the Sex Discrimination Act 1975, the Race Relations Act 1976, the Race Relations (Amendment) Act 2000, the Disability Discrimination Act 1995, and the Special Educational Needs and Disability Act 2001, in each case as amended from time to time and under European Law.  The University also recognises that as a public body it has a particular responsibility to promote race equality.

The University’s statement of policy and code of practice on equal opportunities and code of practice on the Promotion of Race Equality for Students may be seen at: https://intranet.uea.ac.uk/ltqo/studentexperience/equalopps 
In order that the University may fulfil its duties under the above Acts, assure itself that the complaints procedure is being properly implemented and also help improve the procedure, it would be helpful if you would complete the form below and return to:

The Secretary to the Dean of Students,

Dean of Students’ Office
Your responses to the questions will be separated from the rest of your complaint form and retained for monitoring purposes only. They will not be available or reported to anyone who is connected with the consideration of your complaint.  The provisions of the Data Protection Act will apply to all personal data.

	SECTION C – COMPLAINT (STAGE ONE)

                EQUAL OPPORTUNITIES MONITORING FORM



	Please tick [] in the relevant boxes

	Completion of this form will help the University to monitor the operation and effectiveness of the complaints procedure from the perspective of equal opportunities for all students.  On receipt, the form will be separated from the rest of the complaints form and will not be available or reported to anyone who is connected with the consideration of your complaint.

The University may use the data and analyses of the data in its monitoring and reporting process and to help fulfil its obligation under relevant legislation.  The provisions of the Data Protection Act will apply to all personal data.

	1. FULL NAME:


	

	2. REGISTRATION NUMBER:


	

	3.
Gender:

Female 


Male 






	4.
Age:

Under 21



21 – 30







31 – 40



41 – 50






51 – 60



Over 60








	5.
Student Status:


Undergraduate










Postgraduate
 Taught









Postgraduate Research





	6.
Mode of Study:


Full-time











Part-time











Other (please describe)





	7.        Ethnicity: (Please indicate your ethnic origin by ticking the appropriate 

           box)   

	Asian or Asian British:

           Bangladeshi

           Chinese

           Indian

           Pakistani

           Other Asian background

Black or Black British:

           African

           Caribbean

           Other Black background

Mixed:

           Mixed White and Black African

           Mixed White and Black Asian

           Mixed White and Black Caribbean

White:

           British, English, Welsh

           Irish

           Scottish

           Other White Background

Other Ethnic Background:
	































	
Ethnic origin questions are not about nationality, place of birth or citizenship.
They are about colour and broad ethnic groups.  Citizens of the UK and of other countries may belong to any of the groups indicated.





	8.
Disability/Individual Needs:

Yes


No




If yes, please briefly describe:



	9. Family responsibilities


 (e.g. Caring for Children and/or relatives)







Yes


No






THANK YOU FOR COMPLETING THIS FORM.  
PLEASE DETACH IT FROM THE REST OF YOUR COMPLAINT PAPERS AND SEND IT MARKED IN CONFIDENCE TO:

THE SECRETARY TO THE DEAN OF STUDENTS
DEAN OF STUDENTS’ OFFICE






