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[bookmark: _Toc1236547354]1. Document Profile and Control
Purpose of this Document: To outline the process for Applicant Complaints and Appeals  
Sponsor Department: Marketing, Communications and Recruitment
Policy Owner: Associate Director Admissions 
Review date: October 2026
Document Status: Published
Classification: Public

[bookmark: _Toc124810940]2. Introduction
Birmingham City University is committed to providing a fair, transparent, and professional admissions process that safeguards the interests of all applicants.  The Admissions Offices strive to provide a high-quality experience for all applicants throughout the admissions cycle; admission processes and procedures are regularly updated to be in line with external sector guidance, CMA advice in relation to Higher Education, the QAA and other external guidance and legislation. 
Information on our admissions policies, procedures and selection process are available on our website here. 
We assure applicants that most disputes are successfully resolved informally and that there will be no discrimination or prejudice as a result of submitting a complaint or appeal.
[bookmark: _Toc683321132]3. Scope of the policy
This policy covers complaints that raise concerns about a procedural error or irregularity in the admissions process at Birmingham City University. The complaint may concern actions or inaction by the University or its staff, that are not in accordance with published policies and procedures. 
The policy also covers applicants who want to appeal against an admissions decision on a specific set of grounds.
Students already enrolled on a programme of study with Birmingham City University are not covered by this policy and should instead refer to the Student Complaints Procedure or the Academic Appeals Procedure.
[bookmark: _Toc961499372]4. Definitions
Appeal: An appeal is considered to be any request to alter a decision or action taken on an individual application. Examples may include: a request to edit the wording/ terms/conditions of an offer or a request to change a decision of “reject” to a conditional or unconditional offer.
Requests for further information, such as reasons for rejection, or general complaints do not constitute appeals, although they may subsequently lead to an appeal request.
Complaint: A complaint will normally be a specific query or concern relating to a procedural irregularity in the University’s admissions processes, procedures or policies or an element of the admissions service provided by the University.
[bookmark: _Toc278538292]5. Who is covered by the policy?
This policy covers all prospective students who have applied or are in the process of applying to Birmingham City University. 
The University does not process anonymous complaints or appeals under these procedures. 
[bookmark: _Toc1274664874]6. Submission and Representation
Any individual directly affected by an admissions decision may submit a complaint or appeal. 
Representatives, including family members or legal guardians, may only act on behalf of the applicant if the applicant has given express consent to the University to correspond with them as a nominated person. See the Data Protection Policy and Appropriate Policy Document section 7 for more information. 
[bookmark: _Toc331733562]7. Support and reasonable adjustments 
In all cases, if you tell us that you need wellbeing support or the nature of your complaint or appeal means we think you would benefit from wellbeing support, we will signpost you to appropriate external support services. 
If you have a disability and want us to consider making specific reasonable adjustments to the complaints and appeals procedure, you should raise this as soon as possible during the process. We may need seek advice on what adjustments would be appropriate.
[bookmark: _Toc1133597210]8. Timescales
[bookmark: _Toc221100843]8.1 Timescales
The following timescales apply to the Applicant Complaints and Appeals Policy: 
	Making an appeal
	Timescale to submit
	Response time

	Stage One: request informal feedback on application outcome
	In the first instance, if an applicant wishes to appeal the outcome of their application or any aspect of the handling of their application, they should contact the relevant Admissions Team for informal feedback/ discussion within 20 calendar days of the admissions decision being communicated to the applicant (this may be directly from Birmingham City University or via UCAS).
	The relevant admissions team will normally respond to the applicant's feedback request (Stage One) within 5 working days.  
 

	Stage Two: submitting an appeal after feedback received
	If an applicant subsequently submits an appeal (Stage Two), they should submit the request in writing to the manager responsible for Admissions within 20 working days of the date of the correspondence sent by the relevant admissions team in response to their feedback request.
	The manager responsible for Admissions will normally acknowledge the appeal within 5 working days, explaining how the matter will be processed. 
 
The manager responsible for Admissions will notify the applicant in writing of the outcome and of any subsequent action to be taken at Stage Two, normally within 20 working days from receipt of the appeal.  

	Stage Three: 
	If an applicant is dissatisfied with the findings at Stage Two, they have 20 working days from the date of the Stage Two outcome to send a request for a Stage Three appeal to the member of the senior leadership team responsible for admissions for the relevant area. 
	The member of the senior leadership team responsible for admissions for the relevant area will normally acknowledge the appeal within 5 working days, explaining how the matter will be processed. The member of the senior leadership team responsible for admissions for the relevant area will notify the applicant in writing of the outcome and of any subsequent action to be taken, normally within 20 working days from receipt of the request for a Stage Three appeal. 


 
	Making a complaint
	Timescale to submit a complaint
	Response time

	 
	You should usually make a complaint within 20 working days of a single incident or the last of a series of incidents occurring. Complaints made outside 20 working days may still be considered, but in all cases the sooner you make a complaint, the sooner we will be able       to consider it.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                      
	Informal complaints: Where complaints are raised informally, we will aim to acknowledge them within 5 working days of receipt and to resolve and close them within 20 working days. Where a matter cannot be resolved within 20 working days it will be moved to the formal stage.  
Formal complaints: Where complaints are raised formally, we will aim to acknowledge them within 5 working days of receipt and to resolve and close them within 20 working days. At certain times of year, and for particularly complex cases, this may take longer. Where this is the case, an updated timeline will be made known to the applicant, along with reasons for the delay. 
 

	Review requests: 
	Should usually be submitted within 20 working days of the outcome being issued. 
 
	We aim to conclude a review within 20 working days.  



[bookmark: _Toc1381928006][bookmark: _Toc798695489]8.2 Unreasonable Delays in Submission of Complaints, Appeals or Review Requests
If when we receive your complaint, appeal or your review request we think it has been unreasonably delayed, we may consider the complaint, appeal or review request ineligible. In considering whether a complaint, appeal or review request has been unreasonably delayed we will take into account any reasons given for the delay and evidence provided in support. We might accept a late complaint, appeal or review request in cases where the delay is associated with, for example: illness (supported by evidence); attempts to resolve the matter informally; or delays caused by the University (such as failure to respond to communications). Where we decide a complaint, appeal or review request is ineligible, we will tell you, explain why, and tell you what options are available to you. 
[bookmark: _Toc1918258753]8.3 Extension of Timescales
If at any stage we need to extend these timescales, we will tell you and explain why. We will keep you updated throughout any periods of delay. There may be times when we pause a case while we wait for you to take action e.g. to provide evidence. The timescales above will not apply when a case is paused.
[bookmark: _Toc132818324]9. Grounds for Appeal
An applicant may appeal against the handling of their own application if there is reason to believe that:
· the decision made contradicts the published entry criteria
· the decision made contradicts the University’s published admissions processes or procedures
· there was an administrative error in the handling of the application
· there were mitigating circumstances the University was unaware of. The applicant will need to demonstrate that they could not reasonably have brought these circumstances to the University’s attention at the time of the original decision.
There is no right of appeal for applications where:
· the appeal is from a third party (unless the University has written consent from the applicant for the third party to to act on their behalf)
· the dispute concerns professional or academic judgement. Examples may include disputes around the equivalency/suitability of particular qualifications for entry to the University, the appropriateness of the content of a personal statement or the assessment of a candidate’s interview performance
· the request would contravene government regulations or any contract with external organisations, such as UCAS, Research Councils or the UKVI
· the application was for a previous academic year or, in the case of postgraduate research programmes, a previous entry point within the academic year
[bookmark: _Toc1934604849]10. Appeals Procedure 
[bookmark: _Toc206591001]10.1 Stage One - Feedback
In the first instance, if an applicant wishes to appeal the outcome of their application or any aspect of the handling of their application, they should contact the relevant Admissions Team for informal feedback/discussion. Depending on the nature of the situation, the Admissions Team may consult with relevant members of academic staff in the College or Faculty (e.g. Admissions Tutor/ Course Director) at this stage. It is hoped that most problems will be dealt with informally without the need for recourse to a formal procedure.
Feedback should be requested by the applicant within 30 calendar days of the admissions decision being communicated to the applicant (this may be directly from Birmingham City University or via UCAS). Requests for feedback should be made by emailing the relevant team: 
· UK/ Home Admissions: admissions@bcu.ac.uk 
· International Admissions: international.admissions@bcu.ac.uk 
· Research degree Admissions: research.admissions@bcu.ac.uk 
· Apprenticeships: apprenticeships@bcu.ac.uk 
The relevant admissions team will normally respond to the applicant within 5 working days.
Feedback at this stage may be given verbally or in writing.
Feedback is provided with the intention of enabling the applicant to understand the rationale for the admissions decision. It will not automatically lead to reconsideration of the application.
[bookmark: _Toc1594265993]10.2 Stage Two - Appeal
Appeals from applicants will not normally be considered unless the applicant has already requested feedback on their application from the relevant admissions team.
If an applicant wishes to make an appeal they should submit the request in writing to the manager responsible for Admissions within 15 working days of the date of the correspondence sent by the relevant admissions team in response to their feedback request.
The manager responsible for Admissions will normally acknowledge the appeal within 5 working days, explaining how the matter will be processed.
The manager responsible for Admissions will review the appeal, and, where appropriate, consult with the relevant members of the Academic Faculty.
The manager responsible for Admissions will notify the applicant in writing of the outcome and of any subsequent action to be taken, normally within 15 working days from receipt of the appeal.
[bookmark: _Toc363477327]10.3 Stage Three - Final Review
If an applicant responds in writing within 20 working days of the date of the correspondence from the manager responsible for Admissions, providing reasons for dissatisfaction with the findings at Stage Two (including evidence of why the manager responsible for Admissions decision is erroneous), then the applicant may have the appeal advanced to the third stage, as long as none of the exclusions under “Grounds for Appeal” (see Section 8 of this Policy document) apply. Applicants should send requests for Stage Three appeals to the Member of the senior leadership team responsible for admissions for the relevant area.
The member of the senior leadership team responsible for admissions for the relevant area will normally acknowledge the appeal within 5 working days, explaining how the matter will be processed.
The member of the senior leadership team responsible for admissions for the relevant area will investigate the appeal, and, where appropriate, consult with the relevant members of the Academic Faculty. The Academic Faculty members will be independent and will not have been involved in any earlier stages of the appeal.
The member of the senior leadership team responsible for admissions for the relevant area will notify the applicant in writing of the outcome and of any subsequent action to be taken, normally within 15 working days from receipt of the request for a stage three appeal.
There are no further formal internal avenues of appeal beyond this stage, and the decision is final and not open to any further consideration.

[bookmark: _Toc600237253]10.4 Burden of Proof
The burden of proof will be on the appellant.

[bookmark: _Toc460497330]10.5 Standard of Proof
The standard of proof will be on the balance of probability.
[bookmark: _Toc752492685]11. Grounds for Complaint 
There are no specific grounds for a complaint, but the matter will typically relate to issues or concerns arising from the policies, procedures or communications that were used within the admissions process. The complaint may relate to actions, or the lack of actions, by the University or its staff. 
For ease of reference, links to admissions policy documents are provided here: 
How to apply and admissions | Birmingham City University
Applicants may not submit a complaint which seeks to dispute the academic or professional judgement of admissions staff regarding an individual’s suitability for entry.  

[bookmark: _Toc1314598535]12. Complaints Procedure
If making a complaint, applicants are strongly encouraged to first follow the Informal Stage as outlined in this policy. However, this is not compulsory, and applicants can choose to initiate the Formal Stage from the outset. 
If an applicant is dissatisfied with the outcome of the Informal Stage of their complaint, they maintain the right to progress to the Formal Stage of this policy.

[bookmark: _Toc250247323]12.1 Burden of Proof
The burden of proof will be on the complainant.

[bookmark: _Toc818823633]12.2 Standard of Proof
The standard of proof will be on the balance of probability.

[bookmark: _Toc1065111055]12.3 Informal Stage
It is hoped that most concerns or complaints can be dealt with informally without the need to progress to the formal stage of this complaints policy. In the first instance, we strongly recommend that applicants submit their complaint informally to the manager responsible for Admissions by emailing the relevant team: 
· UK/ Home Admissions: admissionscomplaints@bcu.ac.uk 
· International Admissions: internationaladmissionscomplaints@bcu.ac.uk
· Research Degree Admissions: ResearchAdmissionsComplaints@bcu.ac.uk 
· Apprenticeships:  apprenticeship.enrolments-complaints@bcu.ac.uk 
Applicants must outline the nature of their complaint and provide details about the issue, procedural error or malpractice that is believed to have occurred.  The email should include the following:
· Applicant’s full name.
· Applicant’s BCU or UCAS application ID number.
· If you are emailing on behalf of the Applicant, your name and your relationship to the Applicant. Please note, we will not consider complaints submitted by third parties unless the applicant has given express consent to the University to correspond with them as a nominated contact (family member, agent, representative). 
· The name of the course applied for.
· The nature of the informal complaint. 
· Details about the issue, procedural error or malpractice that is believed to have occurred.
The manager responsible for Admissions will review the information and any supporting evidence provided by the applicant to determine what further action may be required. 
If the complaint is not satisfactorily resolved, applicants may follow the Formal Stage of this complaints procedure.

[bookmark: _Toc94793777]12.4 Formal Stage
If an applicant is dissatisfied or feels that their complaint has not been satisfactorily resolved via the informal procedure they have the right to submit a case for formal consideration. 
Applicants must write to the University via submission of the relevant version of our Applicant Complaints Form available through the links below:
Undergraduate, Postgraduate Taught – UK applicants
Undergraduate, Postgraduate Taught – International applicants
Research Degree (PhD) applicants
Apprenticeship applicants 
Once completed, the form will be submitted to a suitably experienced and senior member of staff for investigation. This member of staff will not have had involvement in previous decision making at the informal stage. 
Applicants must outline the nature of their complaint case and provide clear details as to where they believe the issue, procedural error or malpractice occurred. Applicants must also include any information, correspondence, or documentation that supports their case. 
A suitably experienced and senior member of staff will investigate the case to determine whether further action is required. 
Applicants will be made aware of the outcome of their case via email. 

[bookmark: _Toc1683312219]12.5 Review Stage
If you are not satisfied with the outcome of the Formal Stage, you can request a review. There are limited grounds for asking for a review, which are as follows:
· There is new evidence which you were unable, for valid reasons, to provide earlier in the process that would have had a significant effect on the outcome of the formal complaint stage;
· The correct procedure was not followed during the Formal Stage and this has had a significant effect on the outcome; 
· The outcome was unreasonable given all the circumstances and the evidence considered. 
A complaint must have been considered at the Formal Stage before it can move to the review stage. 
Review requests should be submitted using the relevant review request form using the details provided in the written outcome of the Formal Stage. You must set out your grounds clearly and briefly, and provide evidence, where possible, of the issues raised. If you do not provide evidence when submitting your form, then we may ask you to provide the evidence and give you a time limit to do so; the review may be paused while we await your evidence. 
Review request forms are available on request from the relevant team: 
· UK/ Home Admissions: admissionscomplaints@bcu.ac.uk 
· International Admissions: internationaladmissionscomplaints@bcu.ac.uk
· Research Degree Admissions: ResearchAdmissionsComplaints@bcu.ac.uk 
· Apprenticeships:  apprenticeship.enrolments-complaints@bcu.ac.uk
Review requests will be considered by a suitably senior staff member with experience of considering complaints. The reviewer will always be independent of you and the case, and will decide between the following outcomes: 
· There are no grounds for taking the matter further; or
· The complaint will be referred back to the Formal Stage with a recommendation. Where a matter is referred back to the Formal Stage, the timescales applying to that stage will begin again; or 
The issues are complicated and so it would be better to deal with them through a review panel. A review panel will be convened. The review decision will be sent to you as a formal decision. The decision is final and not open to any further consideration.
[bookmark: _Toc188663694]12.6 Outcomes
Following submission and consideration of a complaint, there are three potential outcomes.
· We fully uphold your complaint
· We partially uphold your complaint
· We do not uphold your complaint
The University will take no further action in cases where it can be shown that decisions and/ or actions have been carried out fairly and appropriately in accordance with published selection criteria, policies and procedures.
[bookmark: _Toc970278427]12.7  External Support
Applicants also have recourse to external sources such as Citizens Advice, Trading Standards Services, and the Competition and Markets Authority (CMA). Contact details are shown below:
· Citizens Advice (England, Wales and Scotland) consumer helpline: 03454 04 05 06
· Competition and Markets Authority (CMA) general enquiries: 020 3738 6000
· Trading Standards – find your local Trading Standards office: https://www.gov.uk/find-local-trading-standards-office 
The Office of the Independent Adjudicator for Higher Education (OIAHE) does not consider admissions complaints so is not a further avenue of redress.
[bookmark: _Toc406513257]13. Handling of Information
Complaints and appeals will be handled in line with the Data Protection Policy and Appropriate Policy Document and the Privacy Notice for Enquirers, Applicants and Students. Staff dealing with applicant complaints and appeals will operate according to the University’s policies on data protection, as explained in the Data Protection Policy and Appropriate Policy Document Section 7. 
[bookmark: _Toc948981911]14. Key Contacts
General Admissions Office Contacts:
· UK/ Home Admissions: admissions@bcu.ac.uk 
· International Admissions: international.admissions@bcu.ac.uk 
· Research Degree Admissions: research.admissions@bcu.ac.uk 
· Apprenticeships: apprenticeships@bcu.ac.uk

Please note that nominees may be selected to act in place of designated staff in the event of the absence of key staff.
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