
Student Complaints Policy And Procedure
____________________________________________________________________________

1. Introduction

1.1 The London School of Design and Marketing (LSDM) aims to provide a high
standard and quality of service. However, we recognise that things can go wrong and
when they do students may have legitimate reason to complain about the LSDM’s
provision of academic courses, facilities, services or staff.

1.2 We aim to ensure that students have access to effective systems for handling
complaints.

1.3 We also aim to learn from the outcomes of complaint investigations in order to help
improve the LSDM’s services and enhance the student experience.

1.4 Wherever possible, students’ concerns about their course, services provided by
LSDM or any other aspect of their experience should be dealt with promptly at the
earliest opportunity and through informal discussion.

1.5 Where students wish to raise a complaint, they must do so by following the steps
outlined in this policy.

2. Underlying Principles

2.1 Complaints are dealt with without recrimination. Students making complaints will
not suffer disadvantage or reproach and their studies will not be prejudiced as the
result of making a complaint.

2.2 LSDM, its students and staff have rights and responsibilities under this procedure.
Consequently, students who have complaints must make them in good faith and
without malice. Where a complaint is shown to be vexatious, the complaint shall be
rejected and disciplinary action may be taken.

2.3 All complaints will be treated confidentially within the complaints procedure.
However, a copy of the written complaint, with any enclosures, where LSDM considers
it appropriate, will be forwarded to any member(s) of staff concerned in the matter as
part of the LSDM's handling of the matter (including any investigation).

2.4 Anonymous complaints will not normally be considered. However, in exceptional
cases, anonymity may be granted to a complainant and/or witnesses. In all such cases,
LSDM will be mindful of the need to act fairly in the interests of all parties concerned in
the complaint.

2.5 The Head of Quality Assurance will monitor and review the number, level and type
of complaints that are made over the course of each academic year. This data will form
part of the measures used to assess and enhance the LSDM's services and the
student experience.
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2.6 Those investigating or adjudicating upon a complaint at any stage of the procedure
will do so impartially. Anyone with a material personal interest in the complaint will
neither investigate nor adjudicate.

2.7 Where a deficiency in provision or process is acknowledged, a complaint may be
addressed by offering an apology or an acceptable explanation for the deficiency, by
undertaking to implement future improvement, or by a mutually acceptable course of
action to address the individual circumstances of the case.

3. Types of complaints considered under the Student Complaints Policy

3.1 LSDM defines a student complaint as an expression of dissatisfaction levelled by a
student against a service or facility of LSDM either failing to match the standards of
service promised or failing to match the standards that it would be reasonable to
expect.

3.2 Examples of what can be complained about under this policy include the following:

- A failing in LSDM’s academic or support service
- Failure to meet obligations including those outlined in course/student

handbooks
- Misleading or incorrect information in prospectuses or promotional materials or

other LSDM publications
- The conduct of a member of staff

3.3 In order to raise a complaint students must be registered on one of the LSDM’s
courses. If they have completed their studies and are therefore no longer registered,
they will normally be allowed one further calendar month from the last day of their last
term in which to raise a complaint.

3.4 Consideration of late complaints will only be given very exceptionally and in
extreme circumstances, such as serious illness or hospitalisation during the time from a
student’s last day present on the course, and where evidence of a valid reason for any
delay is provided.

4. Not considered under the Student Complaints Policy

4.1 The following will not be considered under this Policy:

- Complaints or appeals against a student’s marks or otherwise relating to
assessment or academic progress, which are dealt by the validating partner .
Where such an appeal is based on a complaint which falls outside the remit
then, at the discretion of the Head of Quality Assurance and Enhancement of
the validating partner, those aspects of the appeal may be dealt with under the
provisions of the LSDM Student Complaints Policy. In such cases, where the
findings and/or outcome in the Complaints Procedure may inform the
consideration of the academic appeal, the appeal will be held in abeyance until
the completion of the complaints procedure;
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- Matters of academic judgement, which cannot be the subject of either a
complaint or an appeal;

- Complaints about the admissions process, which will be considered solely
under the LSDM Admission Policy;

- Complaints arising from actions or decisions taken under the Academic
Misconduct Regulations, which will be considered solely under those
regulations;

- Complaints against another student where it is alleged that the Student Code of
Conduct has been breached. In such circumstances the investigation will be
conducted in accordance with those regulations;

- Third party complaints. The Student Complaints Policy will only apply to
complaints initiated and conducted by an individual student or group of
students.

5. Complaints Procedure

The student complaints procedure comprises three main stages:

5.1 Stage 1 - Informal: Seeking a local resolution to a complaint

5.1.1 LSDM believes that most difficulties can be resolved at an early stage by talking
informally with the individual(s) most concerned with the issue at a local level, at the
earliest opportunity. In the first instance, students should always try to make contact
with their tutor if they are unhappy with any aspect of their course of study (unless the
complaint is about the tutor him/herself, in which case they should contact the student
office department who will advise on who the student should contact) who will attempt
to find a satisfactory resolution to the complaint as quickly as possible.

5.1.2 Recipients of informal student complaints are responsible for addressing them
promptly and fairly. It should be noted that this stage will normally be an informal email,
or video conference session, but where proportionate to do so, any agreed action
should be confirmed (normally by email).

5.1.3 If for any reason a student is dissatisfied with informal attempts to resolve their
complaint, they are able to escalate the complaint to stage 2 as detailed below.

5.2 Stage 2 – Formal: Making a formal complaint to LSDM

5.2.1 If a student has attempted to resolve matters informally but is not satisfied with
the outcome and wishes to take the complaint further, they need to complete the
Student Complaint Form and send it to: complain@lsdmlondon.com together with a
copy of the written response received at Stage 1.

5.2.2 Stage 2 complaints should be raised within one month of the completion of Stage
1 (and within one month from the last day of the student’s last term).

5.2.3 When completing the Student Complaint Form, the following information should
be provided:
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- details of the complaint
- an outline of the steps that have already been taken to try and resolve the

complaint and why the responses received are not considered satisfactory
- the desired resolution

5.2.4 Students must provide evidence to support their complaint, including emails or
written correspondence. Evidence must be provided at the time of submitting the Stage
2 complaint. Unless clearly stated that further evidence is to follow, the Stage 2
investigation will not consider evidence submitted after this time. It is important for
students to keep a copy of the form and any other documentation submitted for their
own records.

5.2.5 The complaint will be investigated by the Head of Quality Assurance (or their
nominee). They will normally arrange to meet with the student via video conference to
discuss the complaint in detail.

5.2.6 Where a complaint is against a member of staff, a copy of the complaint (with any
enclosures LSDM considers appropriate) will normally be sent to them for their
response.

5.2.7 Following the completion of the investigation the Head of Quality Assurance (or
their nominee) may determinate that:

- there is substance to all or part of the complaint; or
- there is no substance to the complaint.

5.2.8 If the complaint is considered to have substance, the student(s) will be informed
of the means to resolve or redress the complaint. If the complaint is deemed to have no
substance, the student(s) can expect to be given an explanation. In all cases the
student(s) will be informed in writing of the outcome of the complaint investigation.

5.2.9 The Head of Quality Assurance, or nominee, will normally aim to send the
complaint outcome to the student(s) within one month of receiving a complaint, setting
the decision. Complex cases may, however, take longer to investigate with the
appropriate levels of care and thoroughness. Should this be the case, the student(s)
will be informed of any likely delay at the earliest opportunity.

5.2.10. The student(s) will be asked to confirm their acceptance or rejection of the
Stage 2 investigation outcome. This must be provided within one month. If the
complainant(s) either confirm their acceptance of the outcome or do not respond within
the stated timeframe, they will be issued with a Completion of Procedures letter (CoP).

5.3 Stage 3 - Request for review

5.3.1 If the student is not satisfied with the decision taken in respect of the complaint
they may request a review on one or more of the following grounds:

- any procedural irregularity which has materially disadvantaged you in the
investigation or outcome of your complaint

- the emergence of new and relevant material that was not available at the time
the complaint was first submitted

- that the decision was unreasonable in all the circumstances
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5.3.2 The Stage 3 review will not consider issues that were not cited for investigation
in the Stage 2 process.

5.3.3 Any request for review must be made in writing by email to the Executive
Director (ED) within one month of the date of the letter informing the outcomes of the
formal complaint investigation (stage 2) and clearly set out on which ground(s) the
appeal is being requested.

5.3.4 The ED will review the case (or will appoint a nominee) against the grounds set
out in the previous paragraph. On completion of the appeal, the ED or the nominee
will take one of the following decisions:

- that the complaint has been investigated in accordance with LSDM procedures,
that no new and relevant material has been presented and a reasonable
outcome has been recommended. This will be LSDM’s final decision on the
matter

- that the complaint has not been investigated in accordance with LSDM
procedures. In this case the complaint will normally be referred back to stage 2
of the process to be re-investigated

- that new and relevant material has come to light. In this case a new outcome
may be recommend or the complaint may be referred back to stage 2 to be
re-investigated

- that the recommended complaint outcome or resolution was not reasonable. In
this case, the Executive Director or nominee may recommend an alternative
resolution

5.3.5 The student(s) should be notified of the outcome of the review within one month
and will be issued with a Completion of Procedures letter (CoP). Where it is not
possible to review a complaint within this timeframe, the student(s) will be informed of
any likely delay at the earliest opportunity.

6. External Review

If you remain dissatisfied with the outcome of LSDM’s attempts to resolve your
complaint, you may refer your complaint to the validating University, who will review
your complaint.
7. Monitoring

7.1 Heads of Quality Assurance will keep a record of all formal student complaints
received, decisions made and resulting outcomes.

7.2 LSDM Academic Board will receive an annual summary of the formal complaints
submitted at LSDM so that experiences can be shared, and where appropriate, changes
to procedure / practice are made to ensure that LSDM meets the highest possible
standards.

5.3 Any issues highlighted through the complaints process will be noted and referred to
the relevant Course Leader in order to improve the student experience.

5.4 The effectiveness of these procedures will be reviewed and if necessary updated on
a regular basis.
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