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	Commitment to Fair Resolution
TLSPH LTD is committed to handling all student complaints and appeals promptly, fairly, and in accordance with the principles of natural justice under UK common law. We aim to resolve concerns at the earliest possible stage. The existence of a formal complaint will not affect a student's academic standing or enrolment.



1. Purpose and Scope
This policy sets out the process by which students enrolled with TLSPH LTD (trading as The London School of Public Health, referred to as "TLSPH") may raise a formal complaint or appeal against an academic decision.
This policy applies to:
1. All students currently enrolled on any TLSPH programme
1. Former students, where a complaint relates to matters that arose during their period of enrolment
1. Prospective students, where a complaint relates to the admissions process

This policy covers complaints and appeals relating to:
1. The quality or delivery of teaching and learning
1. Academic assessments, marking, and feedback
1. Student support services
1. The conduct of staff or other students
1. Administrative matters, including fees, refunds, and enrolment
1. Allegations of unfair treatment or discrimination under the Equality Act 2010

This policy does not cover matters that are subject to separate procedures, including safeguarding concerns (see the TLSPH Safeguarding Policy) or staff employment disputes.

2. Guiding Principles
TLSPH is committed to handling all complaints and appeals in accordance with the following principles, consistent with the Consumer Rights Act 2015 and the Competition and Markets Authority (CMA) guidance on consumer protection in higher and further education (CMA33):
1. Accessibility — the process is clear, straightforward, and available to all students regardless of background or disability
1. Fairness — all parties will be given a reasonable opportunity to present their case
1. Impartiality — complaints will be investigated by individuals with no prior involvement in the matter
1. Timeliness — we will adhere to the timescales set out in this policy and communicate any delays
1. No detriment — raising a complaint will not adversely affect a student's academic standing, assessment outcomes, or enrolment status
1. Confidentiality — information will be shared only with those who need to be involved in the process

3. Complaints and Appeals — Key Distinctions
3.1 What is a Complaint?
A complaint is an expression of dissatisfaction about any aspect of TLSPH's services, conduct of staff, or facilities. Examples include concerns about the quality of course materials, tutor communication, or administrative errors.
3.2 What is an Appeal?
An appeal is a formal request to review an academic decision, such as an assessment result, a decision to withdraw a student, or a disciplinary outcome. Appeals must be based on one or more of the following grounds:
1. Procedural irregularity — the relevant process was not followed correctly
1. Bias or prejudice — there is evidence that the decision was affected by bias or conflict of interest
1. New material evidence — evidence exists that was not available at the time of the original decision and could have affected the outcome
1. Disproportionate penalty — the sanction applied was unreasonable in the circumstances

Students may not appeal simply because they disagree with an academic judgement where no procedural grounds can be demonstrated.

4. The Complaints and Appeals Process — Overview

	Stage
	Name
	Handled By
	Target Timescale

	Stage 1
	Informal Resolution
	Course Tutor or relevant staff member
	5 working days

	Stage 2
	Formal Complaint
	Complaints Officer (Senior Leadership Team)
	15 working days

	Stage 3
	Final Review
	Senior Leadership Team (independent reviewer)
	20 working days

	External
	Independent Review
	Relevant external body (see Section 9)
	Per external body timescales



5. Stage 1 — Informal Resolution
Where possible, TLSPH encourages students to resolve concerns informally in the first instance. Students should:
1. Contact the relevant tutor or staff member directly, clearly setting out the concern and the outcome they are seeking.
1. Allow up to 5 working days for an initial response.
1. If the matter is not resolved to their satisfaction, proceed to Stage 2.

Many concerns can be resolved quickly and informally. Students are encouraged to raise matters as soon as they arise, as delay may affect the ability to investigate effectively.

6. Stage 2 — Formal Complaint or Appeal
6.1 Submitting a Formal Complaint or Appeal
If informal resolution is unsuccessful, or if the nature of the concern makes informal resolution inappropriate, students may submit a formal complaint or appeal in writing to the Senior Leadership Team at:

	Email
	complaints@thelondonschoolofpublichealth.com



	Subject Line
	Formal Complaint — [Student Name] — [Course Name]  OR  Formal Appeal — [Student Name]



The written submission must include:
1. Full name and student reference number
1. The course enrolled on and relevant dates
1. A clear description of the complaint or grounds of appeal
1. Details of any informal steps already taken and the outcome
1. The outcome the student is seeking
1. Any supporting evidence or documentation
6.2 Acknowledgement
TLSPH will acknowledge receipt of the formal complaint or appeal within 3 working days of receipt.
6.3 Investigation
The complaint or appeal will be assigned to a member of the Senior Leadership Team who was not involved in the matter giving rise to the complaint. The investigator will:
1. Review all documentation submitted by the student
1. Consult with relevant staff members and, where appropriate, request written responses
1. Consider whether any additional information is required
1. Reach a decision and communicate it in writing within 15 working days of acknowledgement

Where the investigation requires more time, the student will be informed in writing of the revised timescale and the reason for the delay.
6.4 Outcome
The written outcome will set out:
1. A summary of the complaint or appeal and how it was investigated
1. The findings and the reasoning behind the decision
1. Any remedial action TLSPH will take
1. Information about how to escalate to Stage 3 if the student remains dissatisfied

7. Stage 3 — Final Internal Review
If a student remains dissatisfied following the Stage 2 outcome, they may request a final internal review by submitting a written request within 10 working days of receiving the Stage 2 decision. The request must clearly state:
1. Why the student believes the Stage 2 outcome was inadequate
1. What specific outcome they are now seeking

The final review will be conducted by a senior member of the TLSPH leadership team who has had no prior involvement in the complaint. The review will consider whether the Stage 2 process was conducted fairly and in accordance with this policy. The final review decision will be communicated within 20 working days and will constitute TLSPH's final internal position.

	Completion of Procedures
Once Stage 3 is concluded, TLSPH will issue a Completion of Procedures letter. This letter confirms that internal processes have been exhausted and is required by some external bodies before an external complaint can be accepted.



8. Timescales Summary
All timescales run from the date of receipt of the relevant submission. TLSPH will communicate any unavoidable delays promptly and in writing.
1. Stage 1 (Informal): Response within 5 working days
1. Stage 2 (Formal): Acknowledgement within 3 working days; decision within 15 working days
1. Stage 3 (Final Review): Decision within 20 working days
1. Request for Stage 3 Review: Must be submitted within 10 working days of Stage 2 decision

9. External Escalation
Where a student has exhausted TLSPH's internal complaints process and remains dissatisfied, they may be entitled to escalate their complaint to an external body. The appropriate body will depend on the nature of the complaint:
9.1 Ofqual-Regulated Qualifications
Where a complaint relates to the award, assessment, or conduct of an Ofqual-regulated qualification (such as NCFE/CACHE qualifications), students may contact the relevant awarding organisation directly. TLSPH will provide full cooperation with any investigation by Ofqual or an awarding organisation in accordance with the Ofqual General Conditions of Recognition.
9.2 Consumer Complaints
Where a complaint relates to consumer rights — for example, a dispute over fees, refunds, or the standard of service received — students may contact:
1. Citizens Advice — for free, impartial guidance on consumer rights: www.citizensadvice.org.uk
1. The Competition and Markets Authority (CMA) — the UK's primary consumer protection regulator: www.gov.uk/cma
1. Trading Standards — via the Citizens Advice consumer helpline: 0808 223 1133
9.3 Equality and Discrimination
Where a complaint involves alleged discrimination, harassment, or victimisation on grounds of a protected characteristic under the Equality Act 2010, students may contact:
1. The Equality and Human Rights Commission (EHRC): www.equalityhumanrights.com
1. The Information Commissioner's Office (ICO), where data protection rights are implicated: www.ico.org.uk
9.4 Data Protection
Where a complaint concerns the handling of personal data under the UK General Data Protection Regulation (UK GDPR) or the Data Protection Act 2018, students may raise the matter with:
1. The Information Commissioner's Office (ICO): www.ico.org.uk | 0303 123 1113

10. Vexatious and Unreasonable Complaints
TLSPH is committed to treating all complaints seriously. However, we reserve the right to decline to investigate, or to close, a complaint that is considered vexatious, malicious, or unreasonably persistent. A complaint may be considered unreasonable where:
1. It is the same or substantially similar to a complaint already fully investigated and concluded
1. It is submitted with the sole purpose of causing disruption or distress to staff
1. It contains abusive, threatening, or offensive language directed at TLSPH staff

Where TLSPH determines that a complaint is vexatious, the student will be informed in writing with reasons, and will be advised of their right to seek external guidance from Citizens Advice or the CMA.

11. Record Keeping and Data Protection
All complaints and appeals, together with correspondence, evidence, and outcomes, will be recorded and retained securely by TLSPH in accordance with:
1. The UK General Data Protection Regulation (UK GDPR)
1. The Data Protection Act 2018
1. TLSPH's Data Retention Policy

Records of complaints and appeals will be used to identify trends, improve services, and fulfil any reporting obligations to awarding bodies or regulators. Personal data will not be retained for longer than necessary and will be handled in accordance with TLSPH's Privacy Policy.

12. Equality, Diversity and Inclusion
TLSPH is committed to ensuring that this policy is accessible and applied equitably, in accordance with the Equality Act 2010. Students with disabilities or communication needs may request reasonable adjustments to the complaints process, including alternative formats or additional support. Please contact info@thelondonschoolofpublichealth.com to discuss your requirements.

13. Related Policies
1. Safeguarding Policy
1. Equality, Diversity & Inclusion Policy
1. Fees, Payment & Refund Policy
1. Academic Integrity & Plagiarism Policy
1. Data Protection Policy (UK GDPR)
1. Student Wellbeing & Support Policy

14. Contact

	Complaints & Appeals
	complaints@thelondonschoolofpublichealth.com



	General Enquiries
	info@thelondonschoolofpublichealth.com



	Website
	www.thelondonschoolofpublichealth.com



	CMA Guidance Reference
	CMA33 — Consumer Protection in Higher Education (www.gov.uk/cma)



	Ofqual
	www.gov.uk/government/organisations/ofqual



	ICO
	www.ico.org.uk | 0303 123 1113




	Policy Review
This policy is reviewed annually by the Senior Leadership Team to ensure it remains compliant with the Consumer Rights Act 2015, the Equality Act 2010, CMA guidance (CMA33), Ofqual General Conditions of Recognition, and any other applicable UK legislation or regulatory guidance.
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