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Advice & Support:





Here to help:


Making a complaint is not always an easy thing to do so there are a variety of people who can help you through the process (see Stage One).  ASK is independent to the University and therefore able to represent you when other services aren’t able to; our advisers are also Dignity & Respect Advisers so can also guide you through complaints regarding discrimination, harassment or whatever else you are facing.





Complaint Form & Letter:


We can also offer help and guidance when you are completing your complaint form.  When outlining your complaint you need to be as clear and straight forward to the reader as possible.  You should begin by stating why you are writing and the nature of your complaint, remember you can attach a letter if the form does not give you enough room to explain yourself fully.  The main body of your letter should contain details of your complaint try to keep events in chronological order and where possible you should say if you have evidence to support your case.   Your last paragraphs should conclude and summarise your complaint and it may be appropriate for you to make suggestions how the situation could be resolved or improved.   








Stage Three ~ Student Complaint Appeals Committee


This committee will consider your appeal if you unsatisfied with the outcome of stage two.  You also need to have new evidence for them, believe there was bias or prejudice in the original investigation or believe there was a breach in procedure.  You should submit your appeal letter along with your original and letter and complaint response to the Secretary of the University.  If you are deemed to have grounds for appeal a hearing will be called within one month.  You and/or your representative and the Dean or Director will be invited to this hearing to speak to and answer questions about your complaint.  The committee will let you know in writing what their findings and recommendations are within 10 working days.





Stage Two ~ Formal Complaint


For complaints about the quality or standards of service the University is providing you should complete a ‘Student Complaint Form’ (available online or from ASK) outlining your complaint, an ASK Adviser can help you write your complaint and sort your evidence before your submit your form.  Your complaint then goes to the Dean (for academic complaints) or Director (complaints about University services).  They will then investigate the complaint, which may involve them speaking to other staff and/or students, asking you for further evidence, or requesting that you attend a meeting.  Sometimes they will try and arrange a meeting with you and someone from the department/service you have issue with to try and resolve the matter.  You have a right to be accompanied and/or be represented at any meeting/s, ASK Advisers can go with you to these meetings.  You will be given plenty opportunity to talk and hopefully a resolution to the problem can be found.  If so the convener of the meeting will write a report which will state what was agreed and everyone at the meeting will get a copy.  Where appropriate recommendations on improvement will be made –so your complaint really could make a difference!





Stage One ~ Informal Complaint


For a minor complaint or concern about a University service or academic department you are usually expected to try and resolve the matter informally, raising issues early can hopefully mean a prompt resolution too.  Sometimes it might be appropriate to deal with the Head of a department or service rather than individual members of staff.  You may want to discuss your compliant before you decide what you want to do and there are a range of people who can help you, including your ASK Advisers, Dignity & Respect Adviser, staff at SACS and your Academic Counsellor/Adviser.  If there are a number of people involved you can complain as a group.





Quick Guide to… Complaints Procedure





Find us in The Lounge on Level 5 of the Students’ Union at the John Anderson campus, 9-5 or behind Toby’s at Jordanhill, 11-2.30





T: 0141 567 5040 (John Anderson) 0141 950 3256 (Jordanhill) E: � HYPERLINK "mailto:ask4@theunion.strath.ac.uk" ��ask@theunion.strath.ac.uk� W: � HYPERLINK "http://www.strathstudents.com" ��www.strathstudents.com�











ASK can provide information and support throughout your complaint











E-mail – � HYPERLINK "mailto:ask4@theunion.strath.ac.uk" ��ask@theunion.strath.ac.uk�


Phone – 0141 567 5040


Visit – www.strathstudents.com/ask














Your Rights: 


You have the right to complain without fear suffering a disadvantage for doing so.  Everyone investigating your complaint will do so impartially.  Your confidentially and privacy will be respected.  Your complaint will be considered on its own merits, facts and circumstances so that natural justice can be achieved.  Whilst you are expected to put your name to complaint anonymity will be considered in some cases, this will be at the discretion of the University.








Stage Four ~External Review Process


If you are dissatisfied with the outcome of your Complaint Appeal you can contact the Scottish Public Service Ombudsman (SPSO) who look at the University’s internal procedures.  The SPSO will not necessarily look at whether the decision made was right or wrong, but they will look at whether they procedures where followed.  If you want to SPSO to look at your case you have twelve months to do so.








