
COMPLAINTS

The University is committed to deliver high standard services 
to students. If something goes wrong or you are dissatisfied 
with a service, tell the university. Your feedback is valued.

Charity No. SC012608

Need help?

If you are thinking of submitting a complaint, please contact the 
Students’ Union for advice and support.

The Help Zone can help you with:

· Advising you on the most relevant route of action.
· Accompanying you to meetings.
· Helping you write your complaint statement.

HELP ZONE
Students’ Union (first floor)
Queen Margaret University

Musselburgh, EH21 6UU
0131 474 0000

helpzone@qmu.ac.uk



WHAT CAN YOU COMPLAIN ABOUT?

• Quality and standard of services or facilities.
• Quality and standards of learning resources, academic 
services or personal support.
• Quality and standards of administrative processes.
• Unfair treatment by a student or staff member.

WHAT CAN YOU NOT COMPLAIN ABOUT?

• A routine first-time request for a service.
• Request for information or an explanation of policy or 
practice.
• Request for compensation from the University.
• Academic judgment, academic results and decisions of 
board of examiners (covered by academic appeals).
• An issue which is being, or has been, considered by a 
court or tribunal.

SEEKING RESOLUTION

You should first look for a resolution with the concerned 
staff or service to receive an apology or for an immediate 
action to be taken. This can be done by contacting your 
programme leader, head of division or head of service face-
to-face, by phone, in writing or by email.

When seeking a front line resolution you should receive a 
decision within five working days.

SUBMITTING A WRITTEN COMPLAINT

If you are not satisfied after seeking front line resolution, or 
your situation is complex, you may decide to submit a written 
complaint to complaint@qmu.ac.uk.

Your complaint should include the following:

• Your full name and address.
• As much as you can about the complaint.
• What has gone wrong.
• How you want the University to resolve the matter.

Please note you should make your complaint within six months 
of the event you want to complain about, or finding out that you 
have a reason to complain.

Once your complaint has been received the University will:

• Acknowledge receipt of your complaint within three 
working days.
• Discuss your complaint with you to understand why you 
remain dissatisfied and what outcome you are looking for.
• Investigate your complaint.
• Give you a full response to the complaint as soon as 
possible and within 20 working days.

If you are still dissatisfied after full investigation you may 
contact the Scottish Public Services Ombudsman (SPSO) to look 
at it.


