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Your overall approach to ensuring compliance with consumer protection law 

The College seeks to continually improve the quality of its services and strives to meet student and legal 
expectations. It is committed to providing Higher Education (HE) students with a high-quality educational 
experience, supported by academic, administrative and pastoral support services.  
 
The College uses relevant guidance documents to ensure that they are compliant with consumer protection law, 
with policies, procedures and information updated as required, which is mostly annually. The following documents 
are examples; CMA HE providers’ advice on consumer protection law (12 March 2015), OIA good practice 
framework (Dec 2016) and the Quality code, specifically Advice and Guidance: Concerns, complaints and 
Appeals and Admissions, recruitment and widening participation (29 Nov 2018).  

The above relevant guidance is available on the staff intranet and the dedicated HE landing page on the website 
for both staff and students to access. There is an expectation that teams who review the policies and practices at 
the College comply with the contents of the documents with Quality taking  lead role to oversee all documents, 
policies and procedures to ensure compliance. There is not currently a dedicated HE staff member in Quality due 
to the small size of the provision (approximately 80 students), although this will be reviewed if the provision 
expands. 
 
The College recognised the need for a stronger focus on HE to ensure compliance in all areas and as a result a 
new cross college Head of HE has been appointed in 2019 who will oversee all the documents, policies and 
processes relevant to HE. The Head is networking with partner FE Colleges and linked Universities to support the 
College further. The Head can advise staff on consumer protection law and will oversee all documents before 
publication on the website or the staff intranet to ensure compliance. The Head will have oversight of any issues 
from curriculum or support and will set up small committees to review with the inclusion of student representation. 
 
The Head has commissioned consumer protection law training with Marshall E-Learning that will be rolled out to 
all staff by October 2019, to ensure knowledge and compliance with consumer protection law. All staff as a result 
who have contact with students throughout the student lifecycle will be conversant with the legislation and best 
practice which will further ensure that relevant staff are aware of, understand, and follow this advice using the 
internal procedures and practices in place. 
 
The following are the three key areas that the college focuses on when reviewing the application of current 
consumer protection law, and when seeking to achieve best practice, these are; information provision; terms and 
conditions; and the complaint handling processes and practice. 
 
Information provision:  
The College recognises the importance that information regarding courses is available at both the application stage 
and continuing stage, and provides clear, accurate and comprehensive information for students to make an informed 
decision on their choice of course. As a result, Academic staff with their Heads of Faculty work with the marketing 
team to ensure clarity and transparent information, this includes the application process, financial support and 
course information. Students also have access to terms and conditions at all stages of the process  
https://www.coventrycollege.ac.uk/higher-education/. 

 
 
 
 
 
 

https://www.coventrycollege.ac.uk/higher-education/


 
Terms and conditions:                                                                                                                                           
The College has HE terms and conditions which give information relating to the range of policies and procedures 
which accompany these. The Quality department check these are current and in accordance with changes that 
have been recommend or needed due to legislation or advice and guidance. The consumer law update in 2016 
has been implemented, although there could be further clarification specific to HE students to achieve best 
practice This with involve all written and verbal communication with students throughout their lifecycle to be 
reviewed and updated where necessary in conjunction with CMA ,OIA guidelines and QAA advice and guidance, 
with students being centric to this process to ensure fairness and transparency 

The terms and conditions are available for students at all stages in the lifecycle and are found at and in hard 
copies and other formats where required https://www.coventrycollege.ac.uk/higher-education/ 
 
 
Complaint handling processes and practices:                                                                                                   
The College accepts that from time to time things do go wrong, and as a result, has a pragmatic approach that 
seeks to provide solutions to issues any students may raise. The College has a generic complaints policy and 
process that covers both further and higher education https://www.coventrycollege.ac.uk/higher-education/. 

The comprehensive policy was developed for all students and is clear and transparent as a result of needing to be 
coherent for students from level 1 to 5. The Quality team take responsibility for the management of any 
complaints (see section 4 for further information as to process) and review the documents annually. To ensure 
that we are following best practice, it has been recommended to make some small amendments to clarify the 
procedure for HE students for 2019-20 in accordance with the OIA ‘The good practice framework: handling 
student complaints and academic appeals’ (revised Dec 2016). 

Your approach to providing information to applicants and students: research and application stage, offer 
stage  
 
Research and Application stage: 
The prospectus (available on-line and in hard copy 2019- 20) and the website provide students with information 
regarding courses https://www.coventrycollege.ac.uk/higher-education/. This informs the information provided to 
UCAS which is available to all students making applications. The prospectus is reviewed annually with course 
teams working closely with Marketing to ensure accuracy and updates. Unistats data were available is published 
at https://unistats.direct.gov.uk for students to access (this is omitted due to small intakes for some courses), 
additionally, the NSS survey is available for students to review on this website. The websites are maintained with 
ongoing adjustments completed in a timely way through marketing to ensure currency and accuracy. The College 
will also publish data gathered from Pearson the main awarding body on its website to ensure applicants can 
access data where this is not available on unistats. 
 
If a student needs further information relating to their application a response is sent in line with the method of 
communication used. Prospective students can then follow this up through e-mail, phone or arrange to meet a 
range of staff to support the decision-making process. Students can also get advice by accessing the call centre, 
academic staff, managers, or the Head of HE. There are also email addresses insert hyperlink and phone 
numbers provided for student enquiries. The College also offers open days and evenings throughout the year for 
students to visit the campuses and speak directly to academic staff. Bespoke arrangements can be made by 
individuals to talk to programme staff and take a tour of the facilities. 
 

1. Offer stage: 
2. The majority of applicants are internal progression students’ who apply through UCAS Apply. Offers of places are 

made through UCAS using this process. Offers are followed up with a letter confirming the offer and any 
conditions. The letter includes a hyperlink to the terms and conditions. If students’ do not receive an offer they can 
ask for feedback, and if unsatisfied can use the complaints process. 
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Student enrolment stage: 
At enrolment and throughout the induction students are made aware of the terms and conditions that apply to their 
studies from the College staff https://www.coventrycollege.ac.uk/higher-education/. They are introduced to the 
student intranet and provided with student handbooks which contain terms and conditions. They are also made 
aware of support that they can access to clarify any concerns they may have through academic staff or student 
support. All students have the mandatory 14 days refund guarantee (Fees policy 
https://www.coventrycollege.ac.uk/higher-education/). 
 
Continuing students: 
All continuing students have a shorter induction for the year 2 of their course. They are reminded of the contents 
of the student handbook and where they can access information relating to their studies on the College intranet. 
Additionally, academic staff will highlight to students any changes to any policies and procedures, so they are 
aware of these changes in practices. Moving forward students will have a larger part to play in the creation and 
update of policies and procedures that will also support the information flow. 

Your contract terms and conditions: 

To ensure all elements of the terms and conditions are considered, a range of committees, for example; fees 
policy and the setting of these and student disciplinary policy consider these, which are then reviewed in 
accordance with QAA and other guidance with quality; at senior management meetings and at the senior 
leadership meetings. 
 
A terms and conditions document has been created specifically for HE students which is accessible at all stages 
through the college. All policies and procedures referenced in this document are available through the website, 
the staff intranet, with hard copies or other formats available on request to ensure maximum accessibility. 
 
Students are informed of the terms and conditions on application through UCAS Apply and by the College, these 
can be communicated by post, e-mail or/and web links.  
 
To reinforce students understanding of the terms and conditions are discussed at induction/enrolment with 
academic staff reference to the student handbook, where to access terms and conditions and related policies and 
procedures.  
 
Feedback will be gathered regarding the new format of the terms and conditions from students and alterations 
made to this document where required in the new academic year. 
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Your complaint handling processes and practices 
Overview:  
The College provides a clear framework through the complaints and suggestions policy insert hyperlink to ensure 
that complaints and suggestions are addressed in a timely matter with actions taken to ensure continuous 
improvement. The documents were updated in 2017 and fulfil the requirements of the changes to consumer 
protection legislation, and the introduction of the Office of the Independent Adjudicator (OIA). The policy and 
process are generic to the College with the processes for HE students to be further clarified as best practice 
through the adaptation of the updated ‘OIA Good Practice framework’ and QAA: Advice and Guidance 
Complaints. The updates specifically relate to the use of terminology, the ‘Completion of Procedures letter’ as 
opposed to the ‘letter’ and timings to submit to the OIA if required when a complaint is unresolved. This policy and 
procedure are reviewed annually by the Quality department and Head of HE, and changes will be made for 2019-
20. There have been no complaints received on a formal basis in the last two years and as a result of this 
excellent record there have been no referrals to the OIA referrals. 
 
Students: 
The policy document is available on application for all students.  The procedure is clear with both narrative and a 
flow chart to explain the process of a complaint. The procedure is easily accessible for current students through 
the College intranet and through a signposted link on the website at the offer stage for applicants 
https://www.coventrycollege.ac.uk/higher-education/. The procedure is additionally discussed with students at 
enrolment/induction, and is also contained within the student handbook.  
 
The procedure is clear and succinct and has clearly defined as to what constitutes a complaint. Students are 
encouraged though to try to resolve any issues quickly and informally to gain resolution, but if unresolved can 
proceed to the formal complaint. 
 
If a student needs help in presenting a complaint, advice is available from student advisors, student services or 
academic staff. The complainant may also have a third party complete the form, or alternatively submit a 
complaint by email to (sstanford@coventrycollege.ac.uk) or by phone where a member of staff can record details 
and submit to the quality department to action. The procedure also states that complainants on HE courses may 
submit their complaint to the OIA within 12 months if they remain dissatisfied following the completion of the 
Colleges procedures, with contact details of the OIA included. The external examiner report from Pearson 8/6/18 
stated’ Feedback from the students via their representative was positive about their learning experience at the 
College’.  
 
Students who are registered with Warwick University must use their procedures and are inducted to them at the 
commencement of their course. The College liaises and reviews with Warwick regarding any complaints. 
 
Staff: 
College management meetings are held monthly with issues regarding quality discussed, and any changes to 
policies and procedures, any outcomes from these meetings will be disseminated to staff through team meetings 
in the form of briefings or refresher training provided where required. All new staff have a comprehensive 
induction at team level and will be familiarised with HE procedures. All policies and procedures and additionally 
guidance and good practices documents are available to all staff on the College intranet pages insert hyperlink. 

Quality; performance, monitoring and review: 
The Quality department will gather information and produce reports for issues to be dealt with in the relevant 
curriculum or support areas on a termly basis. Quality will have a holistic oversight with reports on complaints 
being submitted to the Governors standards committee on a termly basis and a full Corporation meeting on an 
annual basis. 
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