Stage 2 - Notification of Formal Student Complaint 
Before submitting a formal complaint:  In most cases, you should first try to resolve the issue informally by speaking with the relevant staff member, department, or your Course Leader as part of Stage 1- Early Resolution. This gives the team responsible an opportunity to address your concerns before the matter progresses to the formal stage.
It’s important to raise concerns promptly at the time they occur so they can be addressed effectively by the relevant team. Delaying may mean you miss the timeframe (3 months from the issue occurring) for submitting a formal complaint. You can also request a meeting with your Personal Tutor for guidance on resolving matters. 
If you believe addressing matters at Early Resolution is not possible or appropriate, please explain your reasons on the form or contact the team for advice. If you have already raised the complaint at Stage 1 and remain dissatisfied with the outcome, you may proceed by completing this form. 
Completing this form:
· Refer to our Resolving Problems page for further detail of the Student Complaint Procedure. 
· Complete the form in full with as much detail as possible.
· Attach any relevant evidence or supporting documents to the email (where no evidence is available please offer full descriptions)
· Submit the form by email to resolution@bucks.ac.uk ASAP and within three months of the issue arising, (regardless of whether it has been considered under Stage 1 - Early Resolution or not).
If you require help completing this form, you may contact the Resolution Team: Resolution@bnu.ac.uk  or the Students’ Union Advice Centre : SUAdvice@bnu.ac.uk. If you experience any difficulty completing this form due to accessibility reasons or if you require an alternative way to submit your formal complaint, please contact our team for assistance.
Please include information about the Stage 1- Early Resolution stage (who you spoke to, what the outcome was, and the reason you remain dissatisfied) within this form and attach any other relevant documents such as email correspondence or meeting summaries from this stage. Please Note: Anonymous complaints cannot be considered. Financial remedies are not possible outcomes at Stage 1(unless correcting an evidenced fee or funding error).
Section 1: Personal and Course Information:
	Surname:
	

	First name:
	

	Student ID:
	

	Email address:
	

	Course Name:
	

	Course Leader name:
	

	Personal Tutor name:
	

	Contact Telephone:
	

	Are you registered with the University’s Disability Service?
	Yes  ☐
	No  ☐

	Do you require any adjustments to support you to fully engage with the procedure? If so, please provide details. 
	


Section 2: Complaint Information
	Date form submitted:
	

	Have you completed Stage 1 – Early Resolution
	Yes   ☐
	No   ☐

	
	If your answer is No, please contact the relevant team, your Course leader, or the Resolution Team (resolution@bucks.ac.uk)

If your answer is Yes, please provide further details below. This should include the name(s) of the person you met or spoke to regarding this complaint, the date of the meeting, and brief details what was discussed including the outcome of your conversation and any actions taken by the area responsible. 

	Details of Stage 1 - Early Resolution
	Staff member name(s):
Date of meeting:
Outcome of meeting/Actions taken/ Reason dissatisfied:






Evidence of Early Resolution engagement: email or meeting summary notes)


You can complain about:
· Failure by the University to meet obligations (e.g., course/student handbooks or Learning Partnership Agreement).
· Misleading or incorrect information in prospectuses, promotional material, or other official information
· Concerns about the delivery of a programme, teaching, or administration.
· Poor quality of facilities, learning resources, or services provided by the University.
· If you believe the University has acted in a way that is discriminatory or has failed to meet its equality obligations.
You can’t complain about:
· The process or results of the assessment of academic work - instead use the Academic Appeals process. 
· Concern or dissatisfaction about a decision made under another procedure such as academic integrity conduct, mitigating circumstances, Support to Study, or Fitness to Practise 
· Accusing another student of misconduct (not academic misconduct) – in that case the allegation will be dealt with under the Student Conduct Procedure.
· The services provided by the employer of degree or higher degree apprentices, these should be referred direct to the employer.
Partner students should follow their partner institutions complaint procedure in the first instance.
Please see the Academic Advice pages for more information about the range of options available to you in relation to your studies.
Complaints About Staff Conduct: The University takes concerns about staff conduct seriously and will manage them fairly, confidentially, and in line with University procedures. If your complaint relates to the conduct of a member of staff:
· Submit it through the Student Complaints Procedure in the first instance.
· The University will review your complaint and, if appropriate, refer it to the People Team (Human Resources) under the Employee Disciplinary Procedures.
· You will receive an outcome explaining whether this aspect of your complaint was upheld, partially upheld, or not upheld detailing any actions or remedies relating to you.
· Due to data protection, details of any disciplinary action against staff cannot be shared.
· Staff named in a complaint will be entitled to see and respond to the complaint.
	Does your complaint relate to alleged misconduct by a University staff member? 
The University will review this information as part of the Initial Review to determine the appropriate process for your complaint and ensure you are keep informed of how this will be managed.
	      Yes  ☐



	If Yes, please provide the name of the member of staff
	




Section 3.1: Complaint Details: 
	Please summarise the main points of your complaint below (add additional lines as necessary):

	1.


	2.


	3.


	4.


	5.



Section 3.2: Complaint Categories:  Please select the category that best describes your complaint (tick any that apply and provide the full detail under Section 3.3 Complaint details below):
☐ Course delivery or management
☐ Facilities and learning resources
☐ Academic Support
☐ Teaching quality
☐ Discrimination and/or harassment
☐ Student support services
☐ Welfare and wellbeing
☐ Financial
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Section 3.3: Complaint Details Please select the category that best describes your complaint (tick any that apply) and provide the requested detail, list of supporting evidence and outcome sought for each point.
	Complaint Type
(Tick and complete only those that apply
	Full Complaint Detail
Please describe your complaint in as much detail as possible. Include key information such as:
· Dates of the incident(s).
· Names of individuals or departments involved.
· What was said or done (to the best of your recollection).
· What disadvantage this has caused
· Any additional impact this has had on you.
You may also refer to any supporting evidence you are submitting
	List of Submitted Supporting Evidence
Please list any documents or materials you are submitting in support of your complaint and name the attachments (e.g. full emails trails, course documents, letters, witness statements). For each item, briefly explain how it supports the specific point(s) raised in your complaint.
Example: 1. Email to Module Leader (dated 12 March 2025): Raised concerns about feedback delays; no response received.
	Preferred Outcome/Potential Resolution
Please describe what you would like the University to do in response to your complaint for each point. Your suggested outcome(s) should be:
· Clearly linked to the specific issue(s) you have raised.
· Realistic and within the University’s power to provide.
· Proportionate to the impact of the issue.

	1
	☐	Course delivery/ management
	
	
	

	2
	☐	Facilities and learning resources
	
	
	

	3
	☐	Academic Support
	
	
	

	4
	☐	Teaching quality
	
	
	

	6
	☐	Discrimination and/or harassment
	
	
	

	7
	☐	Student support services
	
	
	

	8
	☐	Welfare and wellbeing
	
	
	

	9
	☐	Financial
	
	
	



Advice and support:
· You can visit the Student Hub webpage for guidance on accessing a range of support services or contact them via students@bnu.ac.uk 
· You can access support from Disability and Inclusion Service. The team are there to help ensure that you get the most from your experience in an inclusive learning environment.
· You can contact the Students’ Union Advice Centre, as they will be able to support and advise you when engaging with University procedures. You can contact them at either the High Wycombe or Uxbridge Campus offices. For more information about services and opening times, email SUAdvice@bucks.ac.uk or call 01494 603016.
· The Resolution Team will also be able to provide information on how the complaints process works. You can contact the team on resolution@bucks.ac.uk 
· The University does not normally permit formal legal representation during its internal complaints process, but requests may be considered in exceptional circumstances to ensure fairness.
· Your data will be processed in line with the University’s Data Protection Policy and GDPR. 
Next steps:
Once submitted, your complaint will be acknowledged within 5 working days. You may be contacted for further information and will receive guidance on next steps. You may be invited to attend a meeting as part of the investigation or Initial Review stage of your complaint, or to discuss the Early Resolution stage. 
We aim to complete Stage 2 within 20 working days from the point any investigation commences. If this is not possible, we will keep you informed.
Submission Checklist : Before sending this form, please ensure you have:
✔ Completed Stage 1 – Early Resolution (or explained why this was not possible).
✔ Included details of who you have spoken to about this complaint, the outcome, and why you remain dissatisfied.
✔ Attached all relevant clearly labelled, supporting evidence to your email and listed this on the form(e.g., emails, meeting notes, documents).
✔ Clearly described your concerns and the impact on you with us much detail as possible.
✔ Indicated your preferred outcome or potential resolution.
✔ Checked that the issue occurred within the last three months (and if not, that you explained why you did not raise this to the University sooner)
✔ Provided your contact details and any required adjustments for accessibility during the process.

Declaration and Consent:
	By submitting this form, I declare that the information I have provided here is true and accurate to the best of my knowledge. 
I understand that the University will need to share this information with relevant staff members and gather additional information as necessary to investigate and resolve the complaint. 
	 ☐  Yes - I consent to the University sharing the details of this complaint with relevant staff and gathering any necessary information to investigate and resolve the complaint.
  



