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1. Introduction

The Student Complaints process is managed in e: Vision.

This document details the online process for making a complaint and accessing your complaint case
whilst it is being processed by the University. You can access your case online at any time and
additionally may be prompted via email notification to log in to e: Vision to view or update details

against your case.

2. Raise Complaint Case

You can raise a complaint via the online process in e: Vision if you believe you have a valid case which

can be supported.

2.1. Create Complaint

1. Logon toe: Vision and select the Raise Student Complaint case link in My Profile > My Self-

Service section of the page:

= UNIVERSITY OF
= WESTMINSTER® Q 2 A 2]

3 MyProfile

9 Payments
My Details

9 Disability support
View My Profile
> SRSWeb Main Menu
Search for Module information

9 dearing Staft

Search Published Curriculum Documents

> Admissions Staff
View/Edit Contact Details

> Quality and Standards
Update Preferred Name and Pronouns

> Registry Staff
View My Correspondence

> DataProtection
Personal Data Protection

My Self Service

Request Official Letter

Submit a Mitigating Circumstances or Seif Certification Claim
Interrupting o Withdrawing from Studies

Raise Academic Appeals Case

Raise Student Complaint Case

The system displays the Raise Complaint page which contains some important information about the

Complaints Procedure.

Note that the complaint form should be submitted within 90 days of the incident as detailed in the

Student Complaints Procedure. If your complaint has been made outside of these time limits please

detail the reason for this and provide evidence where available in the Time Limit section of the form.
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2. Complete the online form then click on the Proceed button.

STAGE 1 INFORMAL PROCESS

Please provide details of the action you have taken 1o try 1o resolve your complaint at the informal stage. It will be useful to include details of whom you approached to resolve your complaint and why you are dissatisfied with the Stage 1 informal outcome.
If you have not used Stage 1 of the complaint procedure and you submit this form, please be advised that you may be contacied and asked to raise your concern informally befare your formal complaint can be considered.

In exceptional cireumstances, where the serious nature of the complaint means that it would not be appropriate to attempt an informal reselution please explain why you cansider this is the case.

These are desails of the actions | have taken to try to resolve my complaint at the informal stage

Stage 2 Formal Complaint Statement

Your statement must set out all facts and arguments on which you wish to rely, please outline wha or what is being complained abous, a chranological order of the events that tok place and the impact you have faced as a result.

Please be assured that any i ion you give us will b d sensitively and in th

This is my statement of all the facs and arguments.

How do you propose that your complaint could be resolved to your satisfaction?

This is how | propose that my complaint could be resolved to my satisfaction.

TIME LIMIT

The complaint form should be submitted within 90 days of the incident as detailed in the Complaints Procedure. If your complaint has been made outside of these time limits please detail below the reason for this and provide evidence where available.

The case is saved, and the system displays the Complaint — View Case page where it is possible to view
the case information you have added and to enter further details prior to submission. It is
recommended that you add any evidence or information regarding your complaint here - Go to

document Section 3.2.1. Add Evidence and Information.
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Comglaint - View Case ‘

Studenl and course

StudentCode 13834171 Student Mame ~ TEST18 TESTSRS19
School Humanities College Liberal Arts and
Sciences
Course  CCAV BA Test Course Mame of Course Susanna Verdon
Leader
Complaind Delais

CaselD  SC_AC_13984171_001
Created Date 27 November 2025
Staterment This is nry sialement of all the facts and arguments.
Resolution This is how | propose that my complaint could be resoleed fo my satisfaction
Informal Process These ane details of the actions | have taken to try fo resobve my complaint at the informal stage:

Time Limit

Status Unsubmitied

Allocated to Unallocated

Information 5 Evidence

To upload evidence pleass use the “Add Ewdence and Informabon” bution belowe All evidence musi be included al the time of submissson. If you do nol have any evidance
pleass indicate this by adding a “Note” using the “Add Evidenca and Information” bufion. To see all communications regarding your Complaint click “History™ below.

Add Evedence and Informabicn m

You may now submit this case to the Academic Standards Team. Plcase
e s o e e s
your Complaint, Academic Standards cannot process cases with

insulficient evidence to SUPPON your claim.

= =

Note: If you do not wish to submit the complaint yet, you can click on Exit Complaints or Back to Case

List at the foot of the page:

e Exit Complaints button returns you to the main e: Vision menu
e Back to Case List button takes you to a dashboard of your complaints which displays the case

you have just added

2.2. Submit Complaint

Click on the Submit to Academic Standards Team button in the SUBMIT CASE section for the

Complaint - View Case page.
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SUBMIT CASE

You may now submit this case to the Academic Standards Team. Please

ENSURE you have uploaded any/all documents that are needed to support
your Complaint, Academic Standards cannot process cases with

insufficient evidence to support your claim.

Your case is submitted to the Academic Standards Team for review.

Note: The Academic Standards Manager will review your complaint and determine whether or not
there is evidence of permissible grounds. If your complaint is eligible for consideration under Stage 2,
Academic Standards will forward your complaint to the relevant Head of College or Director of

Professional Service Department, normally within 10 working days of receipt of the completed form

3. Manage Your Complaint Case

You will receive email notifications at various points during the complaint process which will prompt

you to log in to e: Vision to view or update details against your case.
You can access your case(s) via the Complaint - Cases List.

3.1. Access Your Complaint in Your Case List
1. Logon toe: Vision and select the View Existing Complaint Cases link in My Profile > My Self-

Service section of the page:

UNIVERSITYOF
H WESTMINSTER® g & 2 4+ @

My Details

| viewsay profiie

Search for Module Information

Search Published Curriculum Documents
| viewres contact petats
|| uptate preterred ame and pronouns
| viewnay carrespondence

Personal Data Protection

My Self Sarvica

PR—
| Submit a Mitigating Circumstances or Seff Certification Claim
| Interrupting or Withdrawing from Studies

| Rae Acacemic Appest cose

| Wiew Existing Atademic Appeals Cases

Raise Student Complaint Case

View Existing Student Complaint Cases

5760 01/Deci2025 15:39:35.10 Uni £ 2025 o ’ Gosmiop

The system displays the Complaints - Cases List which contains complaint cases you have raised. From
here you can track the Stage and Status of a case as well the member of the Academic Standards

Team managing it.
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Complaint - Cases List

The list below is a list of all the Complaint cases you have raised

Search:

CaselD Student Name Course College School Stage Status. Allocated to Case Submitted Date Closure Date

SC_AC_10957958_001 TEST3 TESTSRS3 CCAV BA Test Course Liberal Arts and Sciences Humanities 2 Investigation In Progress 28/Nov/2025

Shawing page 10f 1

(=1
Select the case by clicking on the Case ID link.

The system displays the Complaint — View Case page.

3.2. View and Update Your Case

The Complaint — View Case page displays the complaint details and the options to:

e Add Information and Evidence to support your case

e View History of your case

3.2.1.Add Evidence and Information
Select Add Evidence and Information button in the Information & Evidence section of the Complaint —

View Case page.

| Information & Evidence |

To upload evidence please use the “Add Evidence and Information™ button below. All evidence must be included at the ime of submission. If you do not have any evidence
please indicate this by adding a “Note” using the “Add Evidence and Information” button. To see all communications regarding your Complaint click “History™ below.

Add Evidence and Information

The system displays a Note field and the options to:

e Save Note (i.e. Add a Note without attaching supporting files)

o Save Note & Upload Files (i.e. Add a Note and attach supporting files)

Enter narrative text in the Note field then click the Save Note button to add the Note without

attaching supporting files.

The system saves the Note and returns to the Complaint — View Case page where it is displayed in the

Information and Evidence section of the page.

Information & Evidence

To upload evidence please use the “Add Evidence and Information” button below. All evidence must be included at the time of submission. IT you do not have any evidence
please indicate this by adding a “Note” using the “Add Evidence and Information” button. To see all communications regarding your Complaint click “History” below.

TESTSRS19, TEST19 27/Nov/2025 11:47:04 This is specific evidence regarding my case No Documents Uploaded

Add Evidence and Information
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To attach supporting files to a Note, click the Save Note & Upload Files button instead.

The system displays the Upload Evidence page:

| Upload Evidence

Case Details

Case ID: SC_AC_13984171_001 Student TEST19 TESTSRS19 (13984171)

School Humanities College Liberal Arts and Sciences

Course CCAV BA Test Course Name of Course Susanna Verdon
Leader

Stage 2

Your Note This is evidence and documentation specific to my case.
Please upload all evidence you wish to be considered with your Complaint case, including any witness statements. All evidence must be included at the time of submission.

Document List

+ No Documents Upioaded

Upload Document

Click on the Upload Document button.

The system displays the File Uploader page:

Upload - Academic Appeals and Student Complaints

Maximum file size: 9.765625Mb
Allowable file extensions: DOC, DOCX, GIF, JFIF, JPE, JPEG, |PG, MP4, MPG4, ODI, PDF, PNG, TIF, TIFF, XLS, XLSX

File uploader

Return to previous page

Click on the Browse My Computer button to find the file to upload:
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<« > v — % Documents > My Complaint - G Search My Complaint P
Organise » Mew folder = - ] o
> =0 Apps MName - Status Date modified
3 — Attachments ¥ Evidence.docx @ 12/12/202513:25
> Gl Desktop
> = Documents
> Microsoft Copilot Chat Files
3 Microsoft Teams Chat Files
» _ Motebooks
» __ Recordings

File name: | Evidence.docx v| All Word Documents (.doce™ ~

Too' : v c an CEI

Click on Open to add the selected file

The system displays the file name in the File Uploader page in a state of Awaiting Upload

Upload - Academic Appeals and Student Complaints

Maximum file size: 8.765625Mb

Allowable file extensions: DOC, DOCX, GIF, JFIF, JPE, JPEG, JPG, MP4, MPG4, ODI, PDF, PNG, TIF, TIFF, XLS, XLSX

File uploader

Appeal evidence.pdf (150 kb) %

File Status Awaiting Upload *

Return to previous page

The file is not yet attached to the case.

Click the Upload button to attach the file to the case.

Upload - Academic Appeals and Student Complaints

Maximum file size: 9.765625Mb

Allowable file extensions: DOC, DOCK, GIF, JFIF, JPE, JPEG, |PG, MP4, MPGA4, ODI, POF, PNG, TIF, TIFF, XLS, XLSX

File uploader

Browss My Computer “

Appeal evidence.pdf (150 kb) v

FileStatus  Successfully Uploaded 100%

Return to previous page

The system displays the file with a status of 100% Successfully Uploaded

10
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Click on Return to previous to page to view the Upload Evidence page which contains Your Note and

the Document List (the file(s) you have uploaded).

| Upload Evidence

Case Details
Case ID: SC_AC_13984171_001 Student TEST19 TESTSRS19 (13984171)
School Humanities College Liberal Arts and Sciences
Course CCAV BA Test Course Name of Course Susanna Verdon
Leader
Stage 2

Your Note This is evidence and documentation specific to my case

Please upload all evidence you wish to be considered with your Complaint case, including any witness statements. All evidence must be included at the time of submission.

Document List

= Appeal evidence. pdf { Delete Document
Upload Document

It is possible to add as many files to the Note as required via the Upload Document button.

It is also possible to delete a file before clicking the Next button by selecting the option Delete

Document (beside the file name).

Click on the Next button to return to the Complaint - View Case page.

The system uploads the information and evidence to the case and displays the Note:

Information & Evidence

To upload evidence please use the “Add Evidence and Information” bution below. All evidence must be included at the time of submission. If you do not have any evidence
please indicate this by adding a “Note” using the "Add Evidence and Information” button. To see all communications regarding your Complaint click “History” below

TESTSRS19, TEST19 27/Nov/2025 11:47:04 This is specific evidence regarding my case No Documents Uploaded

TESTSRS19, TEST19 27/Nov/2025 11:48:18 This is evidence and documentation specific to my case. Appeal evidence.pdf

Add Evidence and Information

Only Notes for the active stage are displayed on the Complaint - View Case page.

3.2.2.View History

Click the View History button to view all Evidence and Information (i.e. added at any stage in the

complaint process).

11
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The system displays the View Case History page which contains per stage the list of Notes. Against

each Note the following is displayed:

e Whois able to view the Note (e.g. Student, Staff)

e \Who created the Note and when

e Note details

e Linked files
View Case History
Student and course
Student Code 13984171 StudentName  TEST19 TESTSRS19
School Humanities College Liberal Arts and Sciences
Course  CCAV BA Test Course Name of Course Leader  Susanna Verdon

stage

Information & Evidence

2

Here you can see all the information and documents added to all stages of this appeal.

IS (=
T N N N s e G N e e (ol D
I e

Information would be listed here

Click on the Back button to return to the Complaint - View Case page.

3.2.3.Raise a Stage 3 Appeal

1. If you are dissatisfied with the Stage 2 decision, you have the right to request an appeal of

the outcome. The appeal request must be received within 10 working days of the date on

your Stage 2 Complaint decision letter. Click the Stage 3 Appeal Against the Formal Complaint

Decision button in the Complaints Details section of the Complaint - View Case page.

Complaint Details

Case ID

Created Date

Statement

Resolution

Informal Process

Time Limit

Status

Allocated to

SC_AC_ 10957958 001

1 December 2025

This is my statement of all the facts and arguments.

This is how | propose the complaint can be rectified to my satisfaction.

N/A

Closed - Not Justified

Unallocated

Stage 3 Appeal Against the Formal Complaint Decision

The system displays Stage 3 Appeal Against the Formal Complaint Decision page. This contains

important information about the Stage 3 Appeal procedure.

12
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1. Select Grounds for appeal by clicking on the appropriate checkbox(es) and enter a Statement
supporting your request for appeal.

2. Click on the Proceed button.

Stage 3 Appeal Against the Formal Complaint Decision

IMPORTANT — PLEASE READ THIS SECTION CAREFUILLY

Should you be dissatesied with ihe gutcome of Ihe Stage 2 Formal Complains investigalion you have the mgnt to reguest the Depuly Reqgistrar (Quality and Standands) 1o
refer the matier for consideration by a Student Complaints Appeal Panel

= Your Stage 3 Appeal must be received within 10 working days of notification of the Stage 2 dectsion. Late applications will not be considered

« The 5[%}& 3 Appeal will mhf b considered on the grounads as %81 oul below and if submitied within ihe deadling.

« The completed form must stipulate clearly and unambigucusly the grounds upon which the request is Based, and include a comprehensive stalement explaining why
the graunds have been met

« You are strongly advised to consult with the Students’ Union before completing this form. Please e-mail suadvice@westminster.ac uk for an appointment.

Abaut You
Student TEST3 TESTSRS3 School Humanitiés College Liberal Arts and
(10957358) Schences
Course CCAV Regent Tesl course MHame of Course Susanna Verdon
Leader
Stage 2

Grounds Tor appeal *

Grounds Tor sppsl [ there was a procedural imegularity in the consideration of your Complaint at Stage 2

[ mew evidence has come Lo Bght which was nol previoushy reasonably avadablie and that this new evidence would have had a significant
impact on the Stage 2 oulcome
[C) the Stage 2 decision and / or any remedy was [ were unreasonabie in light of the evidence
‘Material iregularity’ means the University has not acted in accordance with iis own reguiations or procedures, or has not acted with procedural taimess, and that this failing

on the part of the University is so significant that # has had a material impact on the oulcome. | had il not been for this failing the cutcome would probably have been
Sutstantively diferent

Statemant

ou must state clearty the reason why you are submitting this request and explain why the grounds have been mel. Please incluse a comprehensive statement with specific
details, Please explain how you proposs that your complain coukd have been resolved i your satisfaction

Please be assied 1Nt any NfOMMANon you give US will e treated sensitively and in the strictest confidence

Statement

The system displays the Provide Evidence page where it is possible to upload evidence to support your

appeal — Go to document Section 3.2.1. Add Evidence and Information.

1. Click on the Next button.

13
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Provide Evidence

Case Details

Case ID: SC_AC_10957958_001 Student TEST3 TESTSRS3 (10957958)
School Humanities College Liberal Arts and Sciences
Course CCAV Regent Test course Name of Course Susanna Verdon

Leader
Stage 3

You may upload any evidence required to support your case here.
Document List

= No Decuments Uploaded

Upload Document

The request is submitted to the Academics Standards Team.
The system returns to the Complaint - View Case page where the:
e Complaint Details section is updated with the appeal request information

e Information & Evidence section is updated with a new record (Appeal Statement):

Information & Evidence

To upload evidence please use the “Add Evidence and Information” button below. All evidence must be included at the time of submission. If you do not have any evidence
please indicate this by adding a "Note” using the “Add Evidence and Information” button. To see all communications regarding your Complaint click “History™ below.

TESTSRS3, 01/Dec/2025 Appeal Statement: This is my statement clearly defining the reason why | am submitting this request and Appeal
TEST3 15:44:53 explaining why the grounds have been met. evidence.pdf

Add Evidence and Information

3.2.4. Respond to Meeting Notification
If your Stage 3 appeal request is accepted, the case will be referred for consideration by a Student
Complaints Appeal Panel, and you will be informed in writing of this. The Hearing will normally be

held within 25 working days of the Stage 3 decision.

1. Go to the Meetings section of the Complaint — View Case page to view the date, time and
location of the meeting.

2. Click on the Respond to Invitation link in the Actions column.

The system displays the Respond to Meeting Invitation page.

1. Select whether or not you can attend the meeting.
2. Ifyou are attending and would like to bring a friend, enter the name.

14
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3. Add supporting information to the text box and click the Next button when complete.

‘Friend” is defined as a currently registered student of the University, a sabbatical officer of the
University of Westminster Students’ Union, or member of University staff. If you add a friend, please

include their Student ID or Staff ID in the Name of Friend field.

Respond To Meeting Invitation

Meeting Time 8:00

Meeting Date 03/Dec/2025

Meeting Location MS - Teams

Will you attend this | Yes v|
meeting?
Name of Friend | John Doe |

O =

The Academic Standards Team is notified of your invitation response.

The system returns to the Complaint - View Case page where a record of your response is added to

the Meetings section of the page.

| Meetings |

17/Apr/2025 10:40 Remotely via M5 Teams Yes - Student Respond to Invitation
Cancel Meeting

Note: It is possible to update your response by clicking on the Respond to Invitation link where you

will be returned to the Respond to Meeting Invitation page.

15
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