Complaints Procedure 
How can we help?

Student & Library Services staff welcome your views on the services we provide.  You may raise a complaint if you feel that any aspect of the service you have received from Student and Library Services is unsatisfactory or unacceptable. This will be investigated through this Complaints Procedure. 
Please note, in order for your complaint to be investigated fully it may be helpful for us to share personal information about you with individuals either within or external to the University. You will be asked to give your consent for this to happen. You have the option to not give consent. This may impact on the possible outcome of the investigation into your complaint.

Procedure for Students

Stage 1 

If you wish to make a complaint then please contact the head of the relevant service within the department in the first instance. Your complaint is important and will be investigated in a professional and non-confrontational manner as soon as possible and within no more than 30 days.

Stage 2 

Should you be dissatisfied with the outcome of Stage 1, you may proceed to Stage 2: Formal Resolution Stage.  You should complete and submit a Stage 2 Application Form, available from the OSCAR or the University website 
(https://www.tees.ac.uk/sections/stud/oscar.cfm?A3=true).  Your complaint must be submitted to the OSCAR within 10 days of the confirmation of the outcome of Stage 1.
The Director of Student & Library Services or their nominee will investigate the complaint with the relevant head(s) of service and people who have been involved. This may involve a meeting with you.  

Within 20 days you will receive a letter confirming the result of the investigation and any action that will be taken. You will be given details of how to proceed if you are not satisfied with the outcome.  

Stage 3

If you feel that the decision reached in Stage 2 was unreasonable or that appropriate procedures have not been followed you can take your complaint further to Stage 3: Review Stage. This requires you to complete a Stage 3 Complaint Form which can be obtained from the OSCAR (https://www.tees.ac.uk/sections/stud/oscar.cfm?A3=true). Your completed Stage 3 Complaint Form must be returned to the OSCAR within 7 days of the confirmation to you of the outcome of Stage 2. Further information can be found in the Teesside University Student Complaints Policy and Procedure. 

The complaint will be forwarded to the Vice-Chancellors Office, whose nominee will investigate the complaint. This may involve a meeting with you and others involved in the complaint issue.   

Within 30 days you will receive a Letter of Completion confirming the result of the investigation and any action that will be taken. The letter will also confirm that the University’s complaints procedure has concluded. You will be given details of how to proceed if you still remain dissatisfied. This will include details of how to apply to the Office of the Independent Adjudicator for Higher Education (OIA) for reconsideration of your complaint under its own rules. Information on these rules can be found at www.oiahe.org.uk 
Procedure for external service users 
Stage 1 

If you wish to make a complaint then please contact the head of the relevant service within the department in the first instance. Your complaint is important and will be investigated in a professional and non-confrontational manner as soon as possible and within no more than 30 days.

Stage 2 

If you are not happy with the outcome at stage 1 and feel that you want a complaint to be addressed on a more formal basis then please put your complaint in writing to the Director of Library and Student Services:

Director of Library and Student Services

Teesside University

Middlesbrough

TS1 3BA

The Director of Library and Student Services will investigate the complaint with the relevant head(s) of unit and people who have been involved, to form a clear picture of the issue.  This could involve meeting with you. 

You will receive a letter with the result of the investigation and any action that will be taken. You will be given details of how to proceed if you are not satisfied with the outcome.  

This procedure will normally be carried out within a 10-day period from receipt of your formal complaint.  

Stage 3

If you are not satisfied with the outcome after stages 1 and 2 then you can take your complaint further by writing to:

Vice Chancellor

Teesside University

Middlesbrough

Tees Valley

TS1 3BA
