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Complaints Policy – Changes for Academic Year 2024/25
Below are the changes for the 2024/25 academic year. 
· Making explicit that this does not affect complainants’ freedom of speech and included complaint regarding freedom of speech. 
· Use the word ‘complainant throughout to acknowledge not all complainants are students (alumni etc.) 
· Divert away from the court proceedings, by giving explicit directions to those who have had a letter of claim and how they can complain. 
· Change language from frivolous, vexatious and malicious to specify in special measures when a complaint may be rejected early in the process i.e. when no serious purpose or to annoy or cause detriment. This is to reflect OIA’s guidance. This is to avoid delays and disruption to the procedure. 
· Set out that Complaints are to be dealt with fairly, and in good faith with an emphasis that the University listens to its students. 
· Clearer that all complainants have three months after an incident to complain, unless delayed due to evidenced circumstances, for consistency. 
· Removal of a specific timeframe for informal complaint handling as this is misleading not reasonable of services and not processed centrally.
· Language updated to be more student friendly, and less legalistic, but more specific.
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