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1. Introduction

William College is committed to handling complaints and serious concerns in a manner that is fair,
transparent, and proportionate. Where a matter requires formal investigation, whether arising from a
student complaint, a safeguarding concern, or an allegation of legal or ethical breach, it is essential
that the process is conducted rigorously and consistently.

This procedure sets out the formal investigation process at William College. It operates alongside,
and is distinct from, the Student Complaints Policy and Procedure, which governs the overall
complaints framework including Stage 1 informal resolution and Stage 3 review. This procedure is
engaged at Stage 2 of that framework, or wherever a matter independently requires formal
investigation.

2. Purpose

The purpose of this procedure is to:

e Provide a clear, consistent, and fair framework for conducting formal investigations at
William College.

e Ensure that complaints and concerns of a serious, complex, or sensitive nature are
investigated thoroughly and impartially.

e Protect the interests of all parties involved, including complainants, respondents, and
witnesses.

o Support the College in meeting its obligations to students, staff, partner universities, and
the Office for Students.

3. Scope
This procedure applies to formal complaints submitted under Stage 2 of the Student Complaints
Policy and Procedure, and to any other matter which, following preliminary assessment, requires
formal investigation due to its serious, complex, or sensitive nature, including matters involving legal,
safeguarding, or ethical concerns.
This procedure applies to:

e Formal complaints from current or former students.

e Complaints or concerns involving staff conduct.

e Matters referred internally by the Head of Professional Services, CEO, or Chair of the

Board of Governors.

Routine student welfare and academic complaints are handled in accordance with the Student
Complaints Policy and Procedure. This procedure is engaged only where a matter requires formal
investigation beyond that process.

This procedure does not apply to applicant complaints (covered under the Admissions Policy),
academic judgment appeals (covered under the Partner Universities’ Academic Appeal Policies), or
complaints about the Students Loans Company.

3.1 Alignment with Partner Universities

3.1.1 Bath Spa University (BSU)
William College deals with Stage 1 of complaints and BSU deals with Stages 2 and 3
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3.1.2 Birkbeck, University of London (BBK)

William College deals with initial stages of student complaints under Early Resolution (Stage 1) and
Formal (Stage 2). If student wish to escalate the complaint, then BBK deals with Review Stage 3 as
per BBK Student Complaints Policy and Procedure.

For full details of the partner university alignment framework, refer to Section 2.1 of the Student

Complaints Policy and Procedure.

4. Definitions

Term Definition

Complainant The student, former student, or other party who has
raised a formal complaint or concern.
Respondent The individual(s) against whom the complaint or

allegation is made.

Assigned Investigator

The impartial individual appointed to conduct the
formal investigation. They must have had no prior
involvement in the matter under investigation.

Substantiated

The evidence supports the complaint or allegation in
full.

Partially Substantiated

The evidence supports some but not all elements of
the complaint or allegation.

Unsubstantiated

The evidence does not support the complaint or
allegation.

Vexatious Complaint

A complaint considered, following initial assessment,
to be unreasonable, repetitive, malicious, or
designed to cause disruption. Refer to Section 6 of
the Student Complaints Policy and Procedure.

Stage 2

The formal complaint stage under the Student
Complaints Policy and Procedure. For students
studying BBK courses, Stage 2 is investigated by
William College. For students studying Bath Spa
University (BSU) courses, Stage 2 is handled by
BSU.

5. Policy Statement

William College is committed to ensuring that all formal investigations are conducted:
e Fairly and impartially, by individuals with no prior involvement in the matter.
¢ Confidentially, with information shared only with those directly involved.
e Transparently, with all parties kept informed of progress and outcomes in writing.
o Promptly, within the timescales set out in this procedure and consistent with the Student

Complaints Policy and Procedure.

¢ In accordance with the College's Data Protection Policy and all relevant legal obligations.

Students and staff will not be penalised for raising a sincere and legitimate complaint. Where a
complaint is found to be vexatious or malicious, the College reserves the right to take action under the
Student Disciplinary Policy and Procedures or staff disciplinary procedures as appropriate.
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6. Responsibilities

Department/ Individual Responsibilities
Head of Professional Services Receives and processes all normal complaints about student
support services and general academic matters; conducts
initial logging and preliminary assessment; acts as initial
investigator for routine matters.

CEO Oversees formal investigations involving serious or complex
matters; appoints investigators or committees for complaints
concerning senior staff; ensures findings are acted upon within
a reasonable timeframe and reported to the Governing Body.
Chair of the Board of Governors Receives and oversees investigation of complaints made
against the CEO or Executive Leadership Team; appoints an
independent investigator in such cases.

Assigned Investigator Conducts the investigation impartially and in accordance with
this procedure; produces the investigation report; makes
recommendations for action.

Human Resources (HR) Is notified where a staff member is involved in a complaint;
offers appropriate support to relevant parties.

Senior Leadership and Reviews the investigation report for quality and procedural

Management Team (SLMT) fairness before sign-off.

Quality and Governance Officer May be consulted by the investigator to ensure findings align

with professional and regulatory standards.

7. Procedure

7.1 Step 1: Recording the Complaint

Formal complaints must be acknowledged immediately upon receipt by the responsible officer. A
written acknowledgement will confirm that the complaint has been received, the next steps in the
process, and the name and title of the individual handling the investigation. This will be provided
within five (5) working days of receipt.

Compilaints will be logged securely on the Preliminary Investigation for Complaints Form (Appendix A)
and must record the date of receipt, method of communication, a summary of the complaint or
allegation, and the name of the assigned investigator.

7.2 Step 2: Preliminary Assessment

All complaints entering this procedure will be subject to a preliminary assessment to determine
whether they fall within its scope. Where a complaint does not meet the threshold for formal
investigation, it will be redirected to the appropriate process under the Student Complaints Policy and
Procedure, and the complainant will be notified in writing.

Where a complaint involves legal, safeguarding, or ethical concerns, William College may escalate
the matter to external authorities in consultation with legal advisors and/or the Designated
Safeguarding Lead.

Where a matter is not resolved within five (5) working days at this stage, the complainant must be
informed in writing with reasons for any delay.

Note: Steps 7.3—7.6 should ordinarily be completed within 5 to 15 working days of acknowledgement
of the complaint. Investigators should note that the Student Complaints Policy and Procedure sets an
outer limit of 28 calendar days for the formal stage for students studying BBK courses at William
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College. The timescales in this procedure are designed to sit comfortably within that limit, but
investigators must ensure the overall 28 calendar day window is not exceeded.

7.2.1 Person Authorised to Deal with Complaints and Further
Investigations

¢ All normal complaints about student support services or general academic matters are to be
received and processed by the Head of Professional Services.

¢ Any serious complaint requiring further investigation or involvement of the Senior Leadership
and Management Team (SLMT) will be dealt with directly by the CEO.

e Where a complaint concerns the members of the ELT (including the CEQO), the complaint and

all relevant evidence must be referred to the Chair of the Board of Governors.

7.3 Step 3: Assignment of an Impartial Investigator

An impartial investigator will be assigned to each formal investigation. This individual must have had
no prior involvement in the matter under investigation.

The assigned investigator will outline the key questions or concerns to be addressed, the timeline for
the investigation, and any required resources (such as access to systems, staff, students, or records).
All relevant individuals will be notified in writing. Where a staff member is involved, the HR department
will be informed and support will be offered as appropriate.

Where the nature or seriousness of a complaint requires escalation, the following applies:

o  Where the complaint concerns a member of the SLMT the CEO will appoint an investigator or
committee appropriate to the context.

o  Where the complaint concerns the ELT (including the CEQO), the Chair of the Board of
Governors will appoint an independent investigator from outside the immediate management
chain.

* In either case, the appointed investigator must have no prior involvement in the matter and
must act independently.

The investigator's appointment commences from the date of appointment and concludes upon
submission of the completed investigation report. The CEO or Chair of the Board of Governors will
take appropriate action on the findings within a reasonable timeframe and will report outcomes to the
next meeting of the Governing Body.

7.4 Step 4: Conducting the Investigation

The assigned investigator will:

e Conduct interviews with the complainant, withesses, and respondent(s). Interviews should be
recorded or written up and signed where relevant.

e Collect and review relevant emails, documents, records, or other material evidence.

e Secure all information appropriately, digitally in line with the College's Data Protection Policy.

All materials and discussions will be handled confidentially and shared only with those directly
involved in the process. Structured records must be maintained, including dates and times of
interviews, evidence summaries, and notes on any challenges or limitations encountered.

The complainant will be kept informed of progress in writing by the authorised investigating officer, as

necessary throughout the process.
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Where a complaint is determined to be unreasonable, vexatious, or malicious during the course of an
investigation, the provisions of Section 6 of the Student Complaints Policy and Procedure will apply.

7.5 Step 5: Analysing Findings

The assigned investigator is responsible for evaluating findings with accuracy, transparency, and a
judicious approach to the core issues identified. Where needed, the investigator should consult the
College's legal, quality assurance, or compliance teams to ensure the analysis meets professional
and regulatory standards.

The investigation findings should:

e Summarise the facts and highlight key themes or patterns in the evidence.

e State a conclusion as to whether the complaint is substantiated, partially substantiated, or
unsubstantiated.

¢ Include appropriate recommendations for remedial action and follow-up measures.

The investigation report will be reviewed by a member of SLMT for quality and procedural fairness
before sign-off.

The findings will be formally communicated to all relevant parties, including the CEO and Chair of the
Board of Governors. The complainant will receive a written summary of the findings, any actions the
College intends to take, and guidance on how to request a review or, where applicable, escalate the
matter to the partner university or a relevant external body such as the Office of the Independent
Adjudicator (OlA). Where all internal stages have been concluded, William College will issue a
Completion of Procedures Letter to the student in accordance with OIA requirements.

7.6 Step 6: Action and Follow-Up

Where complaints are upheld, the College may:

¢ Initiate disciplinary proceedings in accordance with the relevant policy.
e Provide training or support to staff or students.
o Make recommendations to policies or operational practices.

All investigation documents and reports will be securely retained in accordance with the College's
Data Protection Policy and any partner university requirements. For further detail, refer to the Data
Protection Policy.

8. Training and Communication

The College will ensure that all staff with responsibilities under this procedure are familiar with its
requirements. Relevant training will be made available to the Campus Operations Manager, members
of the SLMT, and any individuals who may be appointed as investigators.

This procedure will be published on the College's internal systems and made available to students on
request. Related forms are available in alternative formats (such as large print or other languages) on
request from the HR department.
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9. Policy Review

This procedure will be reviewed annually, or sooner where significant changes to legislation,
regulatory requirements, or partner university procedures make an earlier review necessary.
Amendments will be approved by the Academic Board.

10. Related Policies and Documents

e Student Complaints Policy and Procedure
e Student Disciplinary Policy and Procedures
e Admissions Policy

o Data Protection Policy

e Safeguarding and Prevent Policy

Page | 8 Internal Investigation Procedure
© William College. All rights reserved



Wil|[iam
College

11. Appendix A

Preliminary Investigation on Formal Complaints Form

Case Details

Complaint Reference:

Date of Complaint Received:

Date of Investigation Started:

Assigned Investigator (Name and Title):
Complainant Name:

Programme of Study:

Stage of Complaint:

e Stage 2 - Formal O
e Stage 3 — Partner Review O

Complaint Details
Brief summary of complaint: Click or tap here to enter text.
Preliminary Assessment

Does the complaint fall within William College policy?

Yes O
No O

Are there safeguarding, legal, or reputational concerns requiring escalation?

Yes O
No [

If yes, provide details and actions taken: Click or tap here to enter text.
Investigation Plan

Key questions/issues to investigate: Click or tap here to enter text.

Methods planned (e.g. interviews, document review): Click or tap here to enter text.
Evidence Collected

Interviews conducted (names and dates, if relevant): Click or tap here to enter text.
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Documents reviewed (e.g. emails, records, if relevant): Click or tap here to enter text.
Other material evidence (describe, if relevant): Click or tap here to enter text.
Analysis of Findings
Summary of evidence: Click or tap here to enter text.
Are the complaint allegations:

e Substantiated O

e Partially Substantiated [

e Unsubstantiated O
Comments on reliability, consistency, or gaps in evidence: Click or tap here to enter text.
Recommendations

Actions proposed (tick all that apply):

e Staff/student disciplinary O
¢ Review/amendment of policy O
e Training for staff/students [J
e Service/process improvement [J
e No further action O
o Referral to partner university/OIA O
Additional notes:
Investigator Sign-Off
Name:
Signature:
Date:
Reviewed by SLMT Member
Name:

Date Reviewed:

Any further instructions/notes:
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12. Appendix B

Investigation Report Template

Investigation Report of [insert name of investigation/code]

Date of Report:
Confidentiality:

Prepared by:

Approved by:

Background

e Overview of the complaint (date, nature, and source).
e Initial assessment outcomes.
¢ Investigation timeline.

Methodology

e Steps taken (e.g. interview, document reviews).
e Tools or methods used for evidence collection.
e Explanation of adherence to William College and/or university partner policies.

o Key Evidence: Summarised and categorised (e.g. interviews, reviews).

e Supporting Documents: Referenced in appendices.

e Conclusion: Whether the allegations were substantiated, partially substantiated, or
unsubstantiated.

Recommendations

¢ Actions to be taken (disciplinary actions, policy changes, training sessions).
e Timeline for implementation.
e Responsible parties for execution.

Appendices

e Interview records.
e Relevant policies or legal references.
e Supporting evidence (redacted if necessary).
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