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1. INTRODUCTION

The aim of this policy is to provide an efficient, easily and immediately accessible and
inexpensive complaints and appeals process for people who have applied to any of the
programmes offered by Newbold College of Higher Education (the College) and not being
admitted.

The College is committed to the provision of high-quality, fair and transparent admissions
procedures for all our applicants. We recognise, however, that there may be occasions when
applicants will wish to ask why their application has been rejected or believe that they have
cause for complaint.

Please note that this policy applies to applicants only. Current students must refer to the Student
Complaints Policy and/or the Academic Appeals Policy.

Applicants who wish to submit a complaint in regard to the outcome or their applications, should
note the following:

1. In the context of this policy, feedback is defined as the communication from the College
to an applicant who has been unsuccessful in gaining an offer of a place. Feedback is
given on request from the applicant.

2. A complaint is defined as an expression of dissatisfaction either about the way in which
an application has been handled or the outcome of the selection or fees classification
process. In either case, it may concern actions or inaction by the College or its staff.

3. An appeal is defined as a request for a formal review of the outcome of an admissions
decision.

4. The Complaints and the Appeals procedures are handled identically with regards to
timelines and the same members of personnel are responsible for all communication.

5. The individual record of the complaints and appeals, and any supporting
correspondence, will be destroyed one calendar year following resolution of the case.

6. The Complaints and Appeals procedure for Applicants forms part of the College’s overall
quality assurance framework.
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2. VALID GROUNDS FOR COMPLAINTS OR APPEALS

This policy cannot be invoked by a candidate simply because they have been unsuccessful with
their applications. The procedure may be used only where there are adequate grounds as
provided by the following points:

1.

In submitting complaints, complainants must identify where the College's processing of
their application has deviated from the documented processes identified in the College’s
admissions criteria as stated in the current Handbook of Academic Programmes and
Policies. A complaint may arise in relation to the initial consideration of an application or
during later processing.

The appeals procedure provides for review of the outcome of the initial selection
decision only where an applicant is able to submit new information which would have
been material to the initial decision-making process. Typically, this would include
independent medical or other evidence to support a claim for mitigation. In submitting
any documented evidence of mitigating circumstances, applicants should be able to
demonstrate good cause as to why this information was not supplied in the initial
application.

The College will not consider appeals based on challenges to the judgement of staff
members responsible for admissions in relation to the academic and non-academic
selection criteria for its programmes.

3.  GENERAL PRINCIPLES

A. FEEDBACK
Newbold College’s aim is to communicate with unsuccessful applicants via email and explain the
outcome of the decisions in general terms. Feedback are given assuming the following principles:

1.

The College has made great efforts to provide clear minimum entry requirements for all
its programmes. These can be found in the Handbook of Academic Programmes and
Policies (available online). The College expects applicants to have read the available
information on entry requirements and assessment criteria before requesting further
feedback, as in many cases this will explain why their application has been unsuccessful.
Requests for further, individual feedback should be sent either to the Admissions and
Records Officer or to the Academic Registrar.

Requests should be made as soon as possible after the applicant has been notified about
the decision. Requests for feedback after a period of 28 days will not be considered.
Requests for further feedback will be acknowledged and then addressed as soon as
workload allows.

The Admissions and Records Officer may have to consult with academic staff in order to
respond to the request for feedback, and a response will be provided when workload
allows.

Requests for feedback on a particular applicant from a third party will receive a response
indicating general admissions criteria for the programme applied for, but information
about the individual will not be divulged according to General Data Protection Regulation
(GDPR).
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The College will only correspond with the candidate about a decision made concerning
their application.

If the applicant feels the admissions process has not been followed correctly, they must
use the complaints procedure.

General requests for information on admissions processes, will be answered by the
Recruiting, Marketing and Retention team.

B. COMPLAINTS

Should an individual applicant or a group of applicants believe that Newbold College’s
admissions principles and procedures have been inconsistently or incorrectly applied, these
complaints procedures provide a mechanism for objective review. Complaints can be made for
any programme offered at the College, regardless of the awarding institution. Complaints may
not be made by a representative, a parent, a school or any other third party.

The following procedure sets out how applicants may seek to have their complaints addressed:

1.
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It should be recognised that the vast majority of applicant complaints can be handled
fairly, amicably, and to the satisfaction of all concerned without recourse to the formal
complaints’ procedure.
In the first instance, applicants with a complaint should raise it informally with the
relevant member of staff in the Admissions and Records Officer.
If this course of action proves unsatisfactory, then the formal complaints procedure
should be followed.
The College aims to handle complaints in a manner which:
I.  encourages informal conciliation nearest to the source of the complaint

Il. s efficient and fair

lll.  treats complaints with appropriate seriousness, sympathy and confidentiality

IV.  facilitates early resolution

V. where relevant, ensures that College practice improves as a result.
If a complaint is upheld, the College will take such action or provide such remedy as may
be appropriate and will do so promptly. If a complaint is not upheld, the reasons for the
decision will be communicated to the applicant.
There will be no discrimination against any applicant who makes a complaint.
Anonymous complaints, as well as complaints of a frivolous or vexatious nature will not
be dealt with under this procedure.
The Complaints Procedure provides for both informal and formal stages in the handling
of a complaint. At each stage of the process, the person to whom the complaint has been
referred shall, if it is upheld, wholly or in part, apply such remedies as are within their
powers. If they consider that the remedy is outside their powers, OR if they feel unable to
fulfil the requirements of the Complaints Procedure objectively because of prior
involvement in the case, they will refer the matter to a more senior colleague.
Complaints will not be rejected solely on the grounds of minor procedural deficiencies on
the part of the complainant. Any correspondence with the complainant will make it clear
which stage of the Complaints Procedure is being applied.



C. APPEALS

The following procedure provides a mechanism for objective handling of appeals against
decisions made by the College. Appeals are normally made on the basis of evidence (eg medical,
academic) that had not been submitted initially with the application. Appeals may be made by
individual applicants only; they may not be made by a representative, a parent, a school or any
other third party. The College aims to handle appeals fairly, amicably, and to the satisfaction of
all concerned without recourse to the formal appeals procedure.

1.

Applicants with an appeal should raise it informally with the relevant member of staff in
the Admissions and Records Officer. If this course of action proves unsatisfactory, then
the formal appeals procedure should be followed.
The College aims to handle appeals in a manner which:
i.  encourages informal conciliation nearest to the source of the appeal
ii. s efficientand fair
iii.  treats each appeal with appropriate seriousness, sympathy and confidentiality
(although it may be necessary to disclose information to others in order to deal
with the appeal and in these circumstances the parties concerned will be
informed of such disclosure)
iv.  facilitates early resolution
v.  where relevant, ensures that College practice improves as a result.
The College will seek to ensure that all appeals are treated with due regard to the
College’'s Admissions Policy and the regulations of the respective degree awarding body.
If an appeal is upheld, the College will take such action or provide such remedy as may
be appropriate and will do so promptly. If an appeal is not upheld, the reasons for the
decision will be communicated to the applicant.
There will be no discrimination against any applicant who makes an appeal.
The Appeals Procedure provides for both informal and formal stages in the handling of
an appeal. At each stage of the process, the person to whom the appeal has been
referred shall, if it is upheld, wholly or in part, apply such remedies as are within their
powers. If they consider that the remedy is outside their powers, OR if they feel unable to
fulfil the requirements of the Appeal Procedure objectively because of prior involvement
in the case, they will refer the matter to a more senior colleague.
Appeals will not be rejected solely on the grounds of minor procedural deficiencies on
the part of the complainant. Any correspondence with the applicant making an appeal
will make it clear which stage of the Appeals Procedure is being applied.

4. PROCESS

STAGE ONE: INFORMAL COMPLAINT/APPEAL

a.
b.
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Most complaints/appeals can be resolved satisfactorily on an informal basis.

The applicant should normally first raise her/his complaint/appeal either orally or in
writing with the relevant member of staff in the Admissions and Records Officer, or the
Academic Registrar, outlining the nature and details of her/his complaint/appeal.

The complaint or appeal must be made within 28 days of the actions (or lack of actions)
that prompted the complaint/appeal. Complaints/appeals made outside this timeframe
will not be considered. The appropriate staff member shall respond to the



complaint/appeal normally within ten working days of a complaint/appeal being made
and shall retain a record of the correspondence and any action taken. If it proves
impossible to respond fully within ten working days, the complainant/appellant shall be
informed of the timescale for the receipt of a full response.

d. Ifthe complaintis about non-selection, the relevant staff member must satisfy
her/himself that the application was considered fairly and that the decision did comply
with the relevant selection regulation. Provided that they are satisfied that this is the
case, a response explaining the context of the decision and the selection regulation that
has been applied is acceptable at this stage. The response should also draw the
applicant's attention to the Complaints Policy, in case they wish to pursue the matter
further. For all other complaints, if a complaint is rejected, the relevant staff member
must state the precise reasons.

e. Ifaninformal complaintis of a general rather than specific nature, it may be more
appropriately addressed in writing to the Academic Registrar.

STAGE TWO: FORMAL COMPLAINT

a. Ifthe applicant is dissatisfied with the response they received from the relevant staff
member, they should submit, within 28 days of receiving the response, a written
complaint to the Academic Registrar. Any complaints/appeals received outside this
timeframe will not be considered.

b. The written complaint/appeal should set out briefly: the nature of the complaint/appeal;
the informal steps already taken (if any); details of the response received; and a
statement as to why the applicant remains dissatisfied and, without prejudice to any
formal remedy which might be determined, the remedy which they are seeking. The
Academic Registrar shall acknowledge in writing receipt of a complaint/appeal within five
working days. The Academic Registrar will investigate the complaint/appeal and submit
an interim written response to the complainant/appellant, normally within fifteen
working days of the receipt of the complaint. If it should prove impossible to respond
fully within fifteen working days, the applicant shall be informed in writing of the
timescale for the receipt of a full response. This assumes that the Academic Registrar has
had no previous involvement in the selection decision. In the event that this is not the
case, the Academic Registrar will refer the formal complaint to the Senior Leadership
Team and the appeal to the Academic Board for an objective decision.

c. Inthe event of any concern that the applicant has been unfairly treated, the Academic
Registrar will take the matter up with the Senior Leadership Team.

d. The Academic Registrar's decision following completion of this process will be considered
as final.

Appendix A details a graphic representation of the process

FURTHER INFORMATION
Further information about or clarification of these procedures is available from the Academic
Registrar, tel. +44 (0) 1344 407419 or email at ssantona@newbold.ac.uk
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Complaints and Appeals Form for Applicants

Full Name

Contact Details (if different to those on the application or if an application has not been sent yet)
Email

Telephone (daytime)
Address

COLLEGE OF HIGHER EDUCATION

Please tick ONE ONLY

| wish to complain about a procedural error, irregularity or maladministration in the O
admissions procedures or policies.

OR

| wish to appeal against a decision made on my application ‘ O

Please provide details of your complaint or appeal below

(this box will expand as you type or you may attach additional sheets)
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Are you attaching any additional documentation? ‘ Y/N
If yes, please list

Have you already discussed your complaint or appeal informally with a member
of College staff?

If yes, please provide details

(continue on separate sheets if necessary)

Y/N

If you have any specific resolution in mind, please indicate your desired outcome(s) below. Please note any
expression of preferred outcome will not prejudice our consideration of your complaint or appeal.
(continue on separate sheets if necessary)

Declaration:

| confirm that the above details and any attached documentation is a true reflection of events to the
best of my knowledge and that it does not contain any false or fraudulent information. | agree to the
investigating officer on behalf of the College sharing details of this case, including information from
my application, with other persons as part of any investigation and to retain a record of that
investigation, in accordance with the College’s Applicant Complaints and Appeals Policy.

signed date
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