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1. Whatis the purpose of the Student Complaints Policy and Procedure?
At Global Banking School (GBS) we aim to provide a student experience that changes
the lives of all our students, fosters a culture of positive wellbeing and values their voices.
However, we recognise that concerns or complaints may arise from time to time. The
Student Complaints Policy and Procedure



Bullying or harassment: allegations of bullying or harassment by a student fall under
the GBS Anti-Harassment and Anti-Bullying Policy and Procedure for Staff and Students.
If you believe you are being bullied or harassed, you should first consult the Dean of

Students for advice.

Whistleblowing: Matters of public interest should be raised under the Whistleblowing

Policy.

Data Protection: requests for a copy of personal data, or to amend or delete it should
be referred to the Data Protection Officer: dpa@globalbanking.ac.uk

General Principles
Timely and transparent procedures
All complaints are dealt with in a timely manner and through processes which are clear,

straightforward, and transparent.

Anonymity or third-party complaints
Complaints require investigation to enable resolution. For practical reasons therefore, no

action will be taken in the event of complaints made anonymously.

Complaints made by a third party (including parents, family or friends of registered
students) can only be dealt with if you provide permission in writing for the third party to

make the complaint on your behalf.

Submission in good faith

GBS presumes that all complaints are submitted in good faith. You will not be
disadvantaged for making a complaint. Complaints that GBS considers to be
unreasonably persistent or made falsely will not be considered and could result in action

through GBS Student Disciplinary Policy and Procedures.

Impartiality in investigation

All complaints will be investigated by staff who have no connection to the complaint.
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Privacy

Staff investigating complaints respect the privacy of all parties. Information about the
complaint is only given to those immediately involved and/or those whose participation is

necessary for a resolution.

Confidentiality

Confidentiality will be respected in conducting all aspects of the complaint procedure.
However, any student or member of staff about whom a complaint is made has the right
to be informed of the complaint and its nature and have access to any relevant evidence.

If you request
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should advise the relevant member of staff (e.g. meeting secretary) of the name and

status of the person accompanying you.

8. Complaints against GBS staff
Where a complaint is against a member of GBS staff the following principles apply:

f an assumption of no fault until the outcomes of the investigation finds
differently.

I the right of the member of staff to be informed of the complaint and have
access to any relevant evidence presented.

f the right of the member of staff to be accompanied to any discussions or
meetings by a colleague or supporter.

T the right of the member of staff to know the outcome of the complaint; and

T confidentiality of the process.

Where a complaint involving an allegation of misconduct by a member of staff is upheld,

this may form the basis of further action under the GBS Staff Disciplinary Policy.

9. Staff involvement in the Complaints Procedure
It may be appropriate for a member of staff to be called as a witness or provide
information as part of a complaint investigation. In these circumstances it is the

expected that GBS staff will support the operation of the procedure.

10. GBS Complaints Procedure: Overview
There are three stages in the complaints procedure:
Stage 1: Informal Conciliation
Stage 2: Formal Complaint
Stage 3: Internal Review



Stage 1: Informal Conciliation
If you want to make a complaint, you should contact the Dean of Students Office using

the QR code that is available at all campuses on noticeboards and at the customer

services desks, or via studentfeedback@globalbanking.ac.uk.

You should raise the complaint as soon as possible and normally no more than 10
working days after the issue arose. You will need to provide information about what has
happened, as well as the action or outcome you are seeking.

A member of staff from the Dean of Students Office will aim to resolve the complaint

within 10 working days of receiving it. You will be informed of the outcome in writing






After receiving the report, the Dean of Students will write to you within five working days
with the outcome of the investigation, dealing with each point of complaint and including

actions, as appropriate.

Stage 3: Internal Review
If you are not satisfied with the outcome of Stage 2, you can ask for an internal review

using the Stage 3 Student Complaints form, which you should send

tostudentfeedback@globalbanking.ac.uk . In the form you will be asked to explain why
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Where a mediation meeting is unsuccessful or is not appropriate, the Provost or
nominee will arrange for the Complaints Review Panel to meet within 30 working days

of the request for review and to come to a decision on the complaint.

Stage 3 Complaints Review Panel
The Complaints Review Panel normally consists of the following members:

f a Chair, who is a senior manager at GBS and who has not been involved
in the case;

I two members of staff not involved in the case.

Where possible, we aim to ensure that the composition of the Complaints Review Panel
reflects the character of GBS. The Academic Standards and Quality Office provides

secretarial support to the Complaints Review Panel.

The Dean of Students provides the Complaints Review Panel with the completed Stage
2 Complaint form, the Stage 2 investigator’'s report, correspondence relating to the

complaint and any other relevant documentation.

The Panel meeting will take place either on GBS premises or via Microsoft Teams. You
can be accompanied at the meeting by a friend or a supporter but not by a legal

representative.

Where several students are bringing the same complaint, they shall appoint not more
than two of their members to attend the hearing. Each may be accompanied by one
friend or supporter, but not by a legal representative.

After the date of the meeting has been fixed, the Complaints Review Panel secretary
will write to you to at least 7 days in advance to:
1 notify you of the date of the Panel meeting;
1 request that you submit any written statements or evidence at least two
working days before the date of the Panel meeting.

f request that you provide the name of your friend or supporter, and of any



f  request that you provide details of any reasonable adjustments that may

need to be made at the meeting if you have a declared disability.

The Complaints Review Panel secretary will circulate all the information received to
you, the Panel and any others involved at least two working days before the date of the
meeting. Written information not received in advance will not be considered by the Panel
unless it decides, in exceptional circumstances, to accept such evidence for

consideration.

If you do not attend the meeting of the Panel, it will consider whether there is a valid
reason for you not attending, and will either:
1 postpone the meeting to a later date;

T continue with the meeting in your absence.

The Complaints Review Panel secretary will write the report on behalf of the Panel,

summarising the complaint, the information provided to the Panel and the outcome.

The Panel Chair will write to you with the outcome of the Complaints Review Panel
within 10 working days of the Panel meeting.

Once the Stage 3 procedure has been completed, GBS will send you a completion of
procedures letter which confirms that the GBS Student Complaints Procedure has been

completed.

In the case of a complaint about a member of the senior management team, a Stage 3

complaint is heard by the Chief Executive Officer. A Stage 3 complaint against the Chief
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Independent External Review

If you have exhausted the internal procedures of GBS at completion of Stage 3, and, if
applicable, those of the partner institution, and you are not satisfied with the outcome
you can request that the case is reviewed by the Office of the Independent Adjudicator
for Higher Education (OIlA). The OIA is a body independent of GBS, universities and of
other higher education institutions.

The OIA must receive a completed scheme application form within twelve months of
the date of the completion of procedures letter. The grounds and eligibility for review
shall be determined by the OIA. Further details can be found on the OIA website:

https://www.oiahe.org.uk/.

Reporting to Academic Board
The Dean of Students reports annually to Academic Board on the Stage 2 and Stage 3
complaints received. The report includes:

1 The number of complaints considered at Stage 2 and their outcomes.

1 The number of complaints considered at Stage 3 and their outcomes.

f The number of complaints considered by the OIA and their outcomes.

f Any recommendations for improvement to the Student Complaints Policy

and Procedure.

Roles and Responsibilities
Responsibility for the management and implementation of this policy and procedure lies
with the Dean of Students, Provost/nominee, Academic Standards and Quality Office

and appointed investigators.

The Dean of Students Office manages Stage 1 and Stage 2 of the Procedure, and
keeps records of those cases; the Academic Standards and Quality Office manages

Stage 3 and keeps records of Stage 3 cases.

Students are responsible for familiarising themselves with this policy and procedure and
for acting in line with it. It is the responsibility of students to seek clarification from GBS

staff if necessary.
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Monitoring and Review

This policy may be amended by GBS at any time. GBS will ensure that all staff receive
appropriate training to enable them to comply with this policy. GBS will regularly test
our systems and processes to monitor compliance. Any issues related to the monitoring

and review of this policy, please contact asqgo@globalbanking.ac.uk.

Data Protection and Confidentiality
GBS is registered with the Information Commissioner’s Office as a Data Controller.

Details of the School’s registration are published on the Information Commissioners

website. GBS as a Data Controller shall implement appropriate technical and
organisational measures to ensure that processing of personal information is performed
in accordance with the UK General Data Protection Regulations (UK GDPR) and under
the Data Protection Act 2018 (DPA).

By submitting a complaint, you are agreeing that GBS can process, use, and share
information it contains to enable the complaint to be considered. Information may be
disclosed to any person who has a need to see it for the complaint to be fully
investigated. Information may also be shared with relevant people after a complaint to
facilitate actions and recommendations after investigation. For Data Protection

purposes and compliance matters, please contact dpa@globalbanking.ac.uk.

All documentation relating to complaints will be kept confidential and shall be disclosed
only to those persons who have a right to the information by virtue of their role in the

complaints process, or as required by law.

Alternative Format
This policy can be provided in alternative formats (including large print, audio and
electronic) upon request. For further information, or to make a request, please contact

the Academic Standards and Quality Office at asgo@alobalbanking.ac.uk.
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Annex: GBS Student Complaints Procedure Flow Chart

Stage 1: Informal Conciliation

You have a concern or complaint about an
aspect of your experience at GBS. You
raise the issue no more than 10 working
days after it arose.

You meet with a member of staff from the
Dean of Students Office who aims to
resolve the issue informally within 10
working days and to your satisfaction.

Complaint resolved.
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GBS Stage 2 Formal Complaint Form
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You need to complete this form to lodge a Stage 2 formal complaint. You should only make a Stage

2 formal complaint after you have tried to resolve the issue or issues that have caused you concern

by informal means. You should submit the completed Stage 2 Formal Complaint Form to

studentfeedback@aglobalbanking.ac.uk. You will receive an acknowledgement following the

submission of this form within five working days.

Please ensure that you complete every part of this form. Normally, you should expect to receive a

formal response to your complaint within fifteen working days of submitting the completed Stage 2

Formal Complaint Form.

If you have any questions or queries, please contact the Dean of Students in the first instance.

YOUR DETAILS:

Full Name: Student ID:
Course of

Address:
study:
Tel:

Bxe: Time:
Tel: Email:
Type of

Complaint:

NATURE OF COMPLAINT

Please state clearly...



mailto:info@globalbanking.ac.uk
http://www.globalbanking.ac.uk/
mailto:studentfeedback@globalbanking.ac.uk

Global Banking School

. +44 (0) 207 539 3548
&7 info@globalbanking.ac.uk

GLOBAL APPLIED KNOWLEDGI www.globalbanking.ac.uk
891 Greenford Road, London

UB6 OHE

.

Please give further details about your complaint together with any evidence and/or facts that

support your complaint...

Please indicate how you think the issues that you have raised in your complaint could be resolved
to your satisfaction...

Please describe how you have tried to resolve your complaint by informal means...
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GBS Stage 3 Student Complaints Review Form

If the response issued at the conclusion of Stage 2 is not considered by you to be satisfactory, you
may request a review in writing within ten working days from the date of the notification of the

outcome of the Formal Complaint.

The request for review can only be considered in the following circumstances:
* The complainant has evidence that there has been a material procedural irregularity;
e That there is evidence that all of the relevant information was not considered during the
informal and formal stages;
e There is additional evidence that has not previously been considered and could not

reasonably have been made available at an earlier stage.

When you have completed this form, please submit it to studentfeedback@globalbanking.ac.uk.

SECTION ONE — YOUR DETAILS:
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informal and formal stages

Please give details why you have considered this and reference any further supportingdocumentation.
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