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NOTIFICATION OF A STAGE 2 COMPLAINT UNDER THE PROVISIONS OF THE 
STUDENT AND APPLICANT COMPLAINTS PROCEDURE (UPR SA16)

NOTES FOR GUIDANCE AND COMPLAINT FORM – STUDENTS


University of Hertfordshire – Student and Applicant Complaints Procedure (UPR SA16)

The University of Hertfordshire is committed to ensuring that all students have a positive and rewarding educational and social experience. However, we recognise that, in a large and complex organisation, there may occasionally be circumstances that do not meet expectations. To support you in such situations, the University has a clear three-stage process for managing complaints: Stage 1, Stage 2, and Stage 3 (Review by the Vice-Chancellor). 

Each stage must be completed before moving to the next.

The full details are set out in UPR SA16, ‘Student and Applicant Complaints’, which we strongly encourage you to read in full. This document is available online, but the information below provides a helpful summary.

Stage 1: Resolving Complaints Early

Whenever possible, we encourage students to resolve concerns at Stage 1, as close to the source of the issue as possible.

· A Stage 1 complaint must be raised—either orally or in writing—within 30 calendar days of the incident.
· You may submit a Stage 1 complaint through the AskHerts contact form, which will ensure your concern reaches the appropriate team. Alternatively, you may raise it directly with your Year Tutor, Programme Leader, Research Student Tutor, or Head of Department (where applicable).

Stage 2: Stage 2 Complaint

If you have already raised your concern at Stage 1 but remain dissatisfied with the outcome, you may submit a Stage 2 complaint.

· This is done by completing the form entitled ‘Notification of a Stage 2 Complaint under the provisions of the Student and Applicant Complaints Procedure (UPR SA16)’ and submitting it to the Student Procedures Team at studentprocedures@herts.ac.uk. 
· Please note that only complaints submitted using the official form can be considered. However, the University will make reasonable adjustments for disabled students who may require alternative formats.

Once received:

· A Presiding Officer will oversee your case and appoint an independent Case Officer (with no prior involvement) to carry out a full and fair investigation.
· This investigation may involve speaking with you and others involved.
· The Presiding Officer will then review the Case Officer’s report. They may either:

· reach a decision based on the report and documentation, or
· arrange a meeting/hearing (if needed). You will be fully informed and supported if a meeting is required.

Following this, the Presiding Officer will decide whether to uphold or dismiss your complaint. If upheld, actions will be taken to address the matter. The outcome will be communicated to you in writing.

Stage 3: Review by the Vice-Chancellor

If you remain dissatisfied after Stage 2, you may—in the exceptional circumstances outlined in section 6.1 of UPR SA16—request a review by the Vice-Chancellor. If this applies to your case, you will be provided with further information regarding the next steps. See https://ask.herts.ac.uk/making-a-complaint for further information. 

Expectations During the Complaints Process

· At the time of submitting a Stage 2 complaint, you should include all relevant evidence available to you.

· All parties involved are expected to act with courtesy, fairness, and respect, and to follow the process in good faith. This includes:

· completing the required documentation,
· adhering to deadlines,
· providing requested information, and
· attending meetings/hearings where required.

· Mediation is also available at any stage, if all parties agree, as a constructive way to seek resolution.

Fairness and Equal Treatment
Every complaint will be treated seriously, respectfully, and without prejudice, regardless of the student’s background, status, or position. Importantly, you will not face any disadvantage or adverse treatment for raising a complaint.


Support Available to You  
  
Herts SU Advice Centre:  
  
If you would like impartial and practical guidance on making a complaint or understanding your options, you can contact the Herts SU Advice Centre. The team can be contacted via email: advice@hertssu.com or by requesting an appointment.  
  
Student Wellbeing:  
  
If you require more information regarding emotional or well-being support available, please contact the University’s Student Health, Wellbeing and Disability Services team via email: studentwellbeing@herts.ac.uk.  
  















































NOTIFICATION OF A STAGE 2 COMPLAINT UNDER THE PROVISIONS OF THE STUDENT AND APPLICANT COMPLAINTS PROCEDURE (UPR SA16)

COMPLAINT FORM – STUDENTS 

· Students are STRONGLY ADVISED to read the attached Notes for Guidance before raising a Stage 2 complaint. 
· Students are also ADVISED to read the full regulation (UPR SA16) before submitting this form. 
SA16-Student and Applicant Complaints
· Impartial and practical advice and guidance can be sought from Herts SU Advice Centre.
· Refer to https://ask.herts.ac.uk/how-to-write-a-complaint-student-guidance to better understand how to write a student complaint.

	
Personal Details (please print):


Student Name:	



Student Number:	



Correspondence Address:	



Contact Number:	



E-mail Address:	



Programme of Study:	



Date of initial contact regarding Stage 1 Complaint and who this contact was with:



Outcome of Stage 1 Complaint:	















	

Please give details of your Stage 2 Complaint and the desired outcome. Where you refer to supporting evidence, please number those documents. You may continue on a separate sheet if necessary.





















































	

	
Please list and number any documents that you are providing as supporting evidence:  










Signature: …………………………………

Date: ……………………………………….	



	
For Office use only

Date Stage 2 Complaint received:

Dean of School/Head of SBU (or nominee) decision: 

Date of decision:
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