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Admissions Appeals & Complaints Policy. 

Policy and Procedure V1.0 

Aim  
 
SIRM ensures that its Recruitment, selection, and admission policies and procedures adhere to the principles 
of fair admission. They are transparent, reliable, valid, inclusive and underpinned by appropriate organisational 
structures and processes. The policy and procedures are aimed to support SIRM in the selection of students 
who are able to complete their programme.  
 
This policy is intended where applicants feel that the application process has been or could have been subject 
to a material administrative error, where there has been unfair treatment or discrimination or regulatory or 
procedural irregularity which has affected the applicants’ outcomes.  
 
Complementary policies include:  

o Student Agreement; 
o Student Terms and Conditions; 
o Admissions Policy; 
o Data Protection Policy; 
o Safeguarding Policy; 
o Regulations for awards being studied. 

 
This complaints procedure does not cover the following categories, for which separate procedures exist: 

 Appeals against the decisions of Assessment boards 

 Appeals against the decisions of the Extenuation Panel 
 Appeals against decisions taken under disciplinary proceedings  

 Complaints about the behaviour of other students 

 Appeals against the decisions of Academic Misconduct panels  

 Appeals against the decisions of Attendance Appeal panels.  
 
Please note that no complaints can be made that relate to a matter of academic judgement. 
 
Recruitment and Admissions Complaints Procedure Stages and Timeframes 
 
The procedure is divided into two parts, an Informal procedure, which emphasises resolution at the local 
point where the complaint arose, and a Formal Procedure, which involves an independent senior manager 
to facilitate the procedure. The role of the senior manager is to ensure the Formal Procedure is operated 
according to a proper process and within relevant timescales, aiming to resolve complaints within Stage 1 
and Stage 2 as quickly as possible and to the satisfaction of the complainant.  
 
Stage 1  
Applicants who feel that they wish to dispute the result of the application process and / or decision, should 
seek to resolve the issue informally, through discussion with the relevant member of Admissions staff. In the 
first instance applicants should gather feedback about their application. This is provided by Admissions staff 
where requested in writing by applicants. This will be provided and recorded on a form. Applicants should not 
that requests for feedback from third parties on the behalf of an applicant are not permitted. 
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Admissions staff endeavour to answer queries and provide information to resolve a complaint before 
escalating the matter to the next stage of the process. Should the applicants questionsremain afterinformal 
feedback and discussion has been gainedand the applicant remains dissatisfied, they may pursue their appeal 
or complaint through the formal process outlined in stage 2below. Complaints should normally be raised 
within one calendar month of the completion of the admissions process. Wherever possible the applicant 
should address the complaint to the member of staff directly involved in the event leading to the complaint, so 
to give that person the opportunity to address the concerns.  
 
The member of staff receiving the complaint will make every effort to resolve the complaint readily and with 
speed. If necessary they may invite the applicant to a meeting to discuss the matter and seek early resolution.  
 
At the end of the informal stage the applicant is provided with a written response to his/ her complaint which 
will either:  
Detail the proposed resolution; or  
If no resolution has been proposed, explain why. 
 
Applicants can be assured that the formal submission of an appeal or complaint will not prejudice any opinion 
of the applicant, or be used to adversely affect any later dealings with the applicant, including any future 
applications. 
 
A complaint may not be lodged by a third party on behalf of the complainant. The Admissions Complaints and 
Appeals procedure is an internal process. 
 
If the complaint includes issues regarding a member of staff, the substance of these allegations will be 
communicated to the staff member and internal investigations and responses will be made. Should this lead to 
use of SIRM Staff Disciplinary Procedures these will operate in parallel with this Complaints procedure.  
 
Stage 2 – formal complaint  
If the response to the complaint is not considered satisfactory by the applicant, they may commence Stage 2 of 
this Complaints Procedure. Those who seek to take an admissionsmatter further must have exhausted 
opportunities to gain resolution informally.  If a solution cannot be found complainants should attach the 
Stage 1 Local Resolution Outcome Form which provides feedback to date on the admissions experiences of the 
complainant.  
 
Matters of a very serious or sensitive nature may be escalated to Stage 2 without completing Stage 1 where 
appropriate.  
 
The Complaint Form should be submitted within one calendar month of the written response from Stage 1. 
The Form when completed should include:  

1. The grounds for Complaint 
2. A statement of what has been done by the applicant to attempt resolution within SIRM 
3. Why the resolution to date has been inadequate. 
4. The form of redress sought 
5. If Stage 1 has been bypassed, the reasons for seeking to progress the complaint to Stage 2 directly. 

 
Receipt of the form will be acknowledged within seven calendar days.  The form will be reviewed to ensure 
that any additional or further information is requested without delay.   Once the review is complete and the 
Form is accepted, an investigating officer will be appointed who has not previously been involved in the 
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matter.  The allocated member of staff may meet with the complainant to discuss the complaint and any 
potential resolution.  Investigation may involve one or more of: 

 Further correspondence between the parties; and /or 

 Conciliation or mediation meeting(s) between the applicant concerned (who may be accompanied by a 
friend or Student support) and the academic / service section; and/or 

 A Complaint Hearing Panel.   
 
Complaint Hearing Panel  
Should a Complaint Hearing be appropriate, it will be chaired by a senior academic from outside the 
department in which the applicant was concerned in the case of a complaint about an academic matter, or a 
Head of Service from another service area in relation to admissions non-academic matters. A Panel, consisting 
of the Chair, another member of academic or support staff drawn from department or service departments 
unrelated to the complaint, and a representative from the Students' Body will be convened. The academic or 
service department that is the subject of the complaint will support the arrangements for the panel and 
provide a minute taker. Central administration will act as technical adviser to the panel. 
 
The applicant may be accompanied by a friend or representative at this meeting and the School / Service may 
be represented by up to two members. Notes for guidance on the conduct of a Complaint Hearing are at 
Appendix C.If the complaint relates to the actions of an individual member of staff, rather than the School / 
Service, that individual has the right to attend and be represented. 
 
The Complaints Panel shall meet, normally within one calendar month (excluding institutional closures) of the 
referral from Stage 1, and communicate its conclusions to the applicant and the department / Service within 
one calendar month of the date of the hearing.  
 
Stage 3  
Should the response issued at the conclusion of Stage 2 is not considered by the applicant to be satisfactory, 
they may request a review in writing within ten working days from the date of the notification of the outcome 
of the Formal Complaint. 
 
A request for a review can only be considered in the following circumstances: 
 

• there has been a material procedural irregularity which has demonstrably affected the 
outcome of the claim to the detriment of the applicant; or 

• there is new evidence that would have significantly affected the outcome and could not 
reasonably have been made available when the complaint was made; or 

• that there is evidence that all of the relevant information was not considered at Stage 1; or 
• that the decision is perverse given the facts of the case; or 
• that the complaint was upheld but the proposed remedy was inappropriate. 

 
The request for a review should be addressed to the External Adviser outlining why the outcome of the Formal 
Complaint is not satisfactory. 
If the External Adviser determines that there is valid ground for a review, they shall review the case. Following 
a review, the Adviser may either: 

• Uphold the outcome of the Formal Complaint; or 
• Refer the case back to the department / service with recommendations for 

reconsideration. 
A decision will be made within one calendar month of receipt of the request for a review. 
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Outcomes of this Complaints Procedure 
The central administration will notify the complainant of the outcome of the final stage of the complaint in 
writing within one calendar month and a Completion of Procedures letter will be issued. 
 
Should a complaint be upheld, any actions identified to resolve the complaint at any stage of this Procedure 
should be implemented as soon as possible. In addition, the External Adviser or the Chair of the Complaints 
Panel in cases where a panel has been convened,  may make recommendations to the Executive Dean of 
School, Head of Service and relevant members of the management team. Recommendations may also be 
made to SIRM governance committees in respect of quality assurance procedures or policies. 
 
 
6.1 The Office of the Independent Adjudicator 
 
If the applicant is not satisfied with the outcome of SIRM’s internal complaints procedures, he/she will be 
entitled to refer the matter to the Office of the Independent Adjudicator (OIA) for Higher Education (within 
parameters set out in the rules issued by the OIA). Information and eligibility rules are available 
at: www.oiahe.org.uk 
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