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General Policy G05 Students Complaint Policy and Procedure 

1. Policy Statement

SAE Institute is committed to providing a collaborative and collegial educational 
environment by undertaking all necessary actions to resolve complaints relating to any 
operations of SAE Institute in a fair and expeditious manner. 

2. Purpose

This policy and procedure seeks to ensure that grievances within SAE Institute made by 
students are treated seriously and, if found to be valid, are acted upon  to  ensure  that 
students’ interests are protected as far as it is possible for SAE Institute to do so. 

3. Scope

This policy applies to all students involved in SAE Institute operations in Europe, all 
Licenced territory campuses and all SAE campuses offering collaborative programmes or 
operations with Middlesex University. 

4. Associated Policies and Procedures

This policy should be read in conjunction with the following policies and 
procedures: 

● G01 Code of Conduct
● A07 Academic Grievance Policy

5. Policy Definitions

This policy concerns all types of grievances other than academic grievances relating to 
student results  and student progression (as defined in A07 Academic Grievance Policy). 

6. Introduction

These grievance procedures are intended to provide fair and timely resolution for all 
grievances concerned with general and procedural matters within the operations of SAE 
Institute. 

These grievance procedures and any decisions made under them are not intended to 
give rise to legal rights, or obligations on SAE Institute to pay compensation either in 
respect of a decision made pursuant to the procedures or for a breach of these 
procedures. These procedures are intended to facilitate the resolution of formal 
grievances brought to the attention of SAE Institute. Anonymous grievances will not 
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normally be considered. 
 

7. General Stipulations 

 
In the event of a grievance by a student: 

● the complainant will be given the opportunity to present their case 

● all matters arising shall be accurately noted and recorded. Records shall be 
maintained and treated as confidential in accordance with the SAE Institute 
Information Privacy Policy, and no other form of recording of the proceedings 
shall normally be allowed; 

● a written statement of the outcomes will be issued at each stage of the process 
giving due reasons for decisions reached; 

● the complainant will have the right to have a companion present during any 
discussions with SAE Institute or its appointed representatives; 

● legal representation is not permitted, and communications from legal 
representatives will not be responded to; 

● the complainant will not be required to meet any costs associated with 
lodging a grievance, provided the procedures contained herein are 
adhered to; 

● the complainant shall not be subject to discrimination, victimisation or any other 
form of harassment as a result of actions taken under these guidelines. 

● complaints shall not normally be considered if they are made more than 28 days 
after the incident or situation to which they refer. 

8. Principles That Underpin These Grievance Procedures 

 
The guiding principles of these procedures are that grievances shall be: 

 
1. treated seriously and with fairness; 
2. dealt with quickly, simply and at the level of the specific SAE Institute 
campus as far as is possible; 
3. treated consistently across SAE Institute; 
4. subject to the principles of natural justice; 
5. progressed through informal and formal stages; 
6. dealt with and resolved wherever possible without recourse to the formal 
stage, and shall be without prejudice to a complainant’s right to pursue available 
and legitimate pathways of complaint outside SAE Institute, having first exhausted 
the SAE Institute grievance procedures; 

 
The procedures set out in this document do not replace or modify procedures or any 
other responsibilities which may arise under statute or any other law. 
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9. Staff Responsibility 

 
Improving the quality of student services and reducing dissatisfaction or grievances is the 
responsibility of all staff at SAE Institute. All staff are encouraged to informally and 
formally identify, report and where possible prevent or remedy problems and concerns 
related to the fair treatment of students or potential students. This may occur during 
general communication in the performance of their role, by discussion, participation in 
meetings and formally by submitting a report to the Campus Manager suggesting 
process improvement. 

 
At each SAE Institute campus, the Campus Manager is responsible for reviewing and 
approving process improvement reports, for investigating the cause(s) of potential 
problems identified, for initiating preventative action to eliminate the problem or potential 
problem. The Campus Manager is also responsible for  verifying  that  approved  process 
improvements have  been  implemented  and  that    recommended  preventative  action 
has  taken  place  to 
prevent or reduce future grievances or appeals and that this action complies with relevant 

legislation. 
 

10. Procedures 

 
Students are encouraged, wherever possible, to discuss and resolve concerns or 
difficulties directly with the relevant person(s) concerned. T​he process can be seen in a 
flowchart in appendix A. 

10.1. Informal Stage 1 

 
In the first instance a student who is aggrieved should seek to speak directly with the 
person perceived to be the cause of the alleged grievance in a spirit of goodwill intended 
to resolve the matter. 
 
If that process does not lead to a satisfactory resolution then the student should discuss 
the issue either with the Student Representative. A student may also speak to the 
relevant Student Experience Officer (SEO) or with the Programme Co-ordinator. 
 
If after speaking with the above individuals, the matter is not resolved then the SEO will 
report the matter to the Lead Student Experience Officer (London Campus only) or the 
Campus Academic Coordinator, who will advise whether or not the grievance is best 
progressed through: 

● a Board of Studies; 
● meetings with specific persons who can assist to resolve the 

problem; or 
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● formal grievance procedures under this 
policy. 

 
 
If it is decided to progress the grievance through these grievance procedures, the 
member of staff consulted shall discuss the grievance fully with the complainant and, 
with the complainant's consent, with anyone else involved, to see if it can be resolved 
informally. This may involve referral of the grievance to a third party. The outcome of 
grievances dealt with informally should be briefly documented. Normally, grievances 
handled through Informal Stage 1 shall be dealt with within, at most, ten working days, 
briefly documented, and a copy of the decision sent to the complainant in writing. 

 
In the event where the grievance is against the Campus Academic Coordinator, the 
student can go directly to Informal stage 2. 

 

10.2. Informal Stage 2 

 
If the complainant is dissatisfied with the outcome of Informal Stage 1, the grievance shall 
be referred to the Campus Manager of the SAE Institute campus involved, within ten 
working days of the completion of Informal Stage 1. The Campus Manager shall 
investigate the grievance fully and shall seek to achieve an informal resolution of the 
problem(s), either by correspondence or through discussion with the complainant and 
other relevant parties as soon as possible. The Campus Manager will provide a written 
report to the complainant on the steps taken to address the grievance within ten working 
days. 

 
Where the grievance cannot be resolved through those processes, the Campus Manager 
may refer the grievance to formal process 10.3 below. In the event where the grievance 
or complaint involves the actions of an SAE Campus Manager, the student can lodge a 
formal grievance.  

10.3. Formal Grievance Stage 

 
If a complainant is dissatisfied with the result of the two informal stages of this grievance 
procedure, or the Campus Manager so decides, the grievance may proceed to the 
Formal Stage. The student should put the grievance, and the reason why they are 
dissatisfied with the outcome of the two Informal Stages, in writing to the relevant 
Campus Manager within ten working days of the completion of Informal Stage 2.  
 
The student’s complaint will then be acknowledged by the Head of Quality and Student 
Experience who will assess the case and make a decision based on the facts and confirm 
the outcome of the formal complaint to the student.  
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In the event where the grievance or complaint involves the actions of an SAE Campus 
Manager, the formal grievance should be referred to the Academic Services and 
Operations Manager directly.  

 
The Campus Manager or other nominated person dealing with the formal grievance 
should: 

 
● acknowledge receipt of the written grievance within five working days; 
● advise, in writing and within five working days, any respondents to the grievance 

that a formal grievance has been received; 
● consider the evidence, written or otherwise, and, if necessary, hold such 

discussions with the complainant and any other persons deemed appropriate 
in order to fully investigate the grievance. 

● make recommendation of the decision to the Academic Services and 
Operations Manager (or UK Dean) 

 
 
The Academic Services and Operations Manager having ensured the grievance has been 
fully investigated over a period not normally exceeding 15 working days from its receipt, 
shall decide whether: 

 
● consider the recommendation of the Campus manager (or the UK Dean will 

consider this if the Academic Services and Operations Manager has been 
required to the deal with the complaint)  

● the grievance should be progressed through other procedures (e.g. disciplinary 
procedures), in which case the grievance shall be terminated at this stage; or 
whether 

● there is reasonable justification for the grievance; or 
● there is no reasonable justification for the grievance. 

 
 
The Academic Services and Operations Manager shall: 

 
● consult with the UK Dean on the final decision and make the decision known in 

writing to the complainant and to any respondents to the grievance; 
● seek to resolve any justifiable grievance through recommendations which all 

parties involved in the grievance shall be invited to accept; and shall, 
● if the recommendations are agreed, take steps to ensure that they are 

implemented in full within the agreed time period. 

10.4. Appeals 

 
If the student who has lodged the grievance is not satisfied with the decision at the 
conclusion of the Formal Stage, they may appeal in writing to the General Manager UK. 
The complainant shall submit the appeal in writing within ten working days of  receiving 
the outcome of the Formal Stage. 
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The General Manager UK having received the appeal shall: 
 

● acknowledge its receipt within seven working days; 
● inform the relevant Campus Manager of nominated officer from the Formal Stage 

that an appeal has been received;  

● decide to enforce the implementation of the recommendations made at the end 
of the Formal Stage; or 

● dismiss the case, giving reasons in writing; or 
● seek agreement to an alternative set of recommendations; or 
● determine whether there are sufficient grounds to convene a Grievance Appeal 

Panel and, if so, shall establish a Grievance Appeal Panel to hear the appeal. 
● inform the student on the outcome of the appeal within 5 working days from the 

date the report is received from the Grievance Appeal Panel (see below) 

10.4.1. Convening a Grievance Appeal Panel 

 
● The Grievance Appeal Panel shall involve four persons. These shall be the 

member of staff who originally dealt with the grievance process; the relevant 
Campus Manager or nominee as appropriate; a student representative, and a 
senior SAE Institute officer who has had no prior involvement in the case as Chair. 

● A Grievance Appeal Panel shall hear the grievance within ten working days of 
receipt in accordance with the procedures detailed below. 

● Following due consideration and the application of the procedural rules 
below, the decision of the Panel shall be by majority vote. If necessary the 
Chair shall have a casting vote. 

● The Chair of the Panel shall submit, within 15 working days of the Panel 
meeting, a written report to the General Manager. 

● The Chair of the Panel shall seek to ensure that any actions arising from the 
decision of the Panel are taken within the timescale identified in the report and 
shall report any failure to complete actions to the Regional Manager. 

 
 

10.4.2. Procedural Rules for the Conduct of Grievance Appeal Panel 
Hearings 

 
● Hearings shall take place in SAE Institute at dates and times notified in writing to 

the complainant, members of staff and other persons involved normally at least 
five working days before the hearing. 

● The Chair of the Panel shall, at the same time as they notify the date of the 
meeting, indicate the names of any persons that the Panel intends to call to 
give evidence together with a copy of any statement obtained from those 
persons which are to be referred to at the hearing. 

● A person of their choosing may accompany the complainant or any respondents 
directly involved in the grievance. If the complainant or any respondent intends to 
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be accompanied, the name and contact details of the accompanying person shall 
be notified to the Chair not less than twenty-four hours prior to the meeting of the 
Panel. Legal representation is not allowed at a hearing other than in exceptional 
circumstances with  the discretion of the Chair of the Panel. 

● At the discretion of the chair, the complainant and respondents directly involved 
in the grievance and persons accompanying them shall be permitted to question 
any persons giving evidence to the meeting and to directly address the 
Grievance Appeal Panel. 

● If the complainant or any respondent wishes to introduce documents to the Panel 
they shall supply copies of all such documents to the Chair on receipt of 
notification of the meeting and normally at least three working days before the date 
of the hearing. The Chair shall ensure these papers are circulated as soon as 
possible to the other party and to all members of the Panel. The Chair may decide 
to give time to examine the documents by adjourning or delaying the meeting of 
the Panel for a reasonable period of time 

● The Panel shall meet in private, and attendance and participation of persons 
other than Panel members shall at all times be at the discretion of and under the 
guidance of the Chair. 

● The Panel shall initially decide and then inform all parties concerned how it will 
conduct the hearing subject to the procedures being consistent with the 
principles of these grievance procedures and of these procedural rules. 

● The Panel shall establish the exact nature of the grievance, establish the facts as 
far as it is possible to do so, consider the facts in good faith, and determine its 
decision 

 

10.5. Final Appeal 

 
If the complainant is dissatisfied with the outcome of their appeal, they may make a 
formal written request to the General Manager seeking a review of the process leading to 
the outcomes, and highlight if there may have been a material error leading to a wrongful 
decision. In such case the decision of the General Manager in the matter shall be final. 
 

10.6. Appeal to Middlesex University 

If the complaint relates to a programme validated by Middlesex University, the 
complainant may refer the complaint to Middlesex University once all SAE Institute 
procedures have been exhausted.   
 
Please read the Middlesex University procedure as outlined within the Regulations at the 
link below: Middlesex University Regulations 17/18- Student complaints and grievance 
procedures - Complaints in relation to collaborative partner institutions. 
http://www.mdx.ac.uk/__data/assets/pdf_file/0019/444610/Regulations-2017-18-Final-2.pd
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10.7. Complaint with the Office of the Independent Adjudicator (OIA) 
 
SAE also subscribes to the independent scheme for the review of a student complaint. If a 
student is dissatisfied with the outcome from Middlesex University they may be able to 
apply for a review of the complaint to the Office of the Independent Adjudicator for Higher 
Education (OIA) provided that the complaint is eligible under the OIA Rules. 

 
Should a student decide to make a complaint to the OIA, the OIA Complaint Form must be 
received by the OIA within 12 months of the date of the completion letter sent to the student 
by SAE.  
 
A student can fill in the OIA’s complaint form online or download a copy from the OIA 
website. ​http://oiahe.org.uk/making-a-complaint-to-the-oia/oia-complaint-form.aspx​. The 
OIA also publishes An Introduction to the OIA Scheme for Students, which can be 
downloaded from ​http://oiahe.org.uk/media/42715/oia_intro_leaflet_16pp.pdf​.  
 
Alternatively, a student can telephone or write to the OIA for a form.A student should send a 
copy of the completion letter to the OIA with their OIA Complaint Form. 
 
Guidance on submitting a complaint to the OIA and the OIA Complaint Form can also be 
found on the OIA’s website ​http://www.oiahe.org.uk/making-a-complaint-to-the-oia.aspx​.  

 
The OIA will normally only review issues that have been dealt with through SAE’s internal 
procedures. 

 
 
 
 
 

11. Policy History 

 
Revised: May 2018, November 2017, February 2015 
Review Date: April, 2019. 
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