
   
 

   
 

Bristol SU Complaints Policy 

1. What is a complaint? 

 
1.1 For the purpose of this policy, a complaint is defined as ‘an expression 

of dissatisfaction by one or more individuals about something that 

Bristol SU, one of our groups, staff or members has or hasn’t done, or 

about the standard of service provided by or on behalf of Bristol SU’. 

 

2. Why do we have a complaints policy? 

 

2.1  We (Bristol SU) aim to provide a positive experience for all students, 
staff and visitors and are committed to the provision of high-quality 
services and activities. We value equality, diversity and inclusivity and 

expect individuals to be treated with respect and consideration. 
 

2.2.  We recognise you may wish to give feedback (link) or to complain 
about an aspect of our work. You should feel free to raise these 

concerns. We will use all feedback and complaints to help us improve. 
 
2.3  Wherever possible the aim is to resolve complaints informally.  Where 

that is not possible, we resolve complaints using a formal process that 
includes a thorough and fair investigation. 

 

3. Before submitting a formal complaint 

 

3.1 If you feel comfortable to, you should attempt to resolve your 
complaint or concerns by talking to the most relevant person. The 

relevant person could be: 
 

• the person you’re unhappy with  

• the manager of the staff member or service  

• the leadership of the student group or event 

• or any other Bristol SU staff member 

 

3.2  As much as possible, Bristol SU staff will work with you to resolve issues 

informally. This might include helping you to resolve the problem (e.g. 

through mediation) or correcting the problem ourselves (e.g. through a 

refund)   

3.3  If you are still not satisfied after that, or you do not feel safe to talk 
directly to the most relevant person in the first place, you can raise a 

formal complaint, detailed below.  
 

4.  Complaints we will investigate 

 
4.1 You can make a complaint about any of the following: 

 

• Any services and activities delivered or supported by Bristol SU 

          (including Bristol SU Lettings, Just Ask, Trustee Board) 

https://www.bristolsu.org.uk/contact/meet-the-team


   
 

   
 

• Anything that a Bristol SU staff member or Bristol SU contractor 

has or has not done, providing it relates to their role as a staff 

member or contractor 

• Anything that someone in an elected SU role (e.g. Full-time  

Officers, Bristol SU group committee members, Chairs of 

Networks, course reps, faculty reps) has or hasn’t done, 

providing it directly relates to their role. 

• Anything that a member or group of members has or hasn’t 

done whilst participating in SU activities 

 

5. Complaints we will not investigate 

 

5.1  Bristol SU is independent of Bristol University and cannot investigate a 

 formal complaint about the University.   

5.2 If you are a student you can complain to the University under the 

student complaints procedure or you can use the University’s 

anonymous online reporting tool for incidents of harassment, assault 

and discrimination.  

 

5.3 However, Bristol SU can help you: 

• Our Just Ask advisors can help you think about the most 

appropriate way to raise your issue and if needed, support you 

to do so. 

• Our elected Officers can raise general issues to the University 

with a view to changing policy and practice for all students.  

This tends to be most effective when the issue affects a larger 

number of students e.g. a whole course or all students in certain 

accommodation.   

• Your Course Rep can raise issues that affect a whole course or 

year group. 

 

5.4 Bristol SU cannot investigate complaints about students ’ 

behaviour outside of SU Activities. These complaints should be referred 

to the University using the Acceptable Behaviour Policy  

 

5.5 Bristol SU cannot investigate serious criminal matters, however we can 

support you to raise these matters with the police and put in a plan to 

keep you safe while participating in Bristol SU activities. 

 

 

6 Complaints about students’ behaviour 

 

6.1  Unacceptable student behaviour includes, but is not limited to; 

bullying, harassment, demeaning initiation ceremonies, threatening 

behaviour and malicious or inappropriate posting on social media, 

discrimination and abuse.  

 

http://www.bristol.ac.uk/secretary/student-rules-regs/
https://www.bristol.ac.uk/students/wellbeing/report-and-support/
https://www.bristolsu.org.uk/advice-and-support
https://www.bristolsu.org.uk/student-voice/representation
https://www.bristolsu.org.uk/student-voice/representation
http://www.bristol.ac.uk/media-library/sites/secretary/documents/student-rules-and-regs/university-acceptable-behaviour-policy-statement.pdf


   
 

   
 

6.2  Our expectations of student behaviour are outlined in our code of 

conduct (Link) 

 

6.3  Where a complaint to the SU relates to serious misconduct as defined 

in the University Student Disciplinary Regulations, or the investigation of 

a complaint uncovers such misconduct, Bristol SU may refer the matter 

to the University to be considered under the Student Disciplinary 

Regulations. 

6.4  In this case, Bristol SU will not investigate further, but may receive the 

outcome of the University investigation and hold a review group to 

agree relevant sanctions, as outlined in the Code of Conduct 

7. How to complain? 

7.1  Before complaining you should take the steps in section 3 

7.2  If you are not satisfied after that, or you do not feel safe to do this, you 

can raise a formal complaint by completing the online complaint form 

(link)* 

7.3  You should submit your complaint within 14 working days (Mon-Fri are 

Bristol SU’s working days) of the incident you are complaining about, 
unless there is an important reason for not doing so.  

 

* Complaints are normally initially received by the Executive and Governance 
Manager,  so if your complaint is about the Executive and Governance Manager 

please contact the Chief Executive who will take over the complaint process. 
 

 

8. What happens next? 

 
8.1 We will acknowledge your complaint within 5 working days (Mon-Fri 

are Bristol SU’s working days) and will check the complaint to ensure it 

is fits within this policy (section 4). If it does not fit we will help you re-
direct it appropriately.  

 
8.2  We will consider if reasonable steps have been taken to resolve the 

issue informally. In some cases, we might find a way to resolve the 

complaint through informal means that have not yet been explored.  
We may contact you for additional detail or clarification of the 

complaint. 
 

8.3  If an investigation is still required, we will assign an Investigating Officer 
and inform you of their name and contact details 

 

9. What happens during the investigation? 

 

9.1 The Investigating Officer will get in touch with you 
 

9.2 They will be a staff member at Bristol SU or an independent person and 
will normally be someone who has not been directly involved in the 

incident leading to the complaint. 

https://www.bristol.ac.uk/media-library/sites/secretary/documents/student-rules-and-regs/student-disciplinary-regulations.pdf
https://www.bristolsu.org.uk/contact/meet-the-team


   
 

   
 

 

9.3 It may also be necessary to immediately consider the complaint in the 
context of other existing Bristol SU policies and procedures, including: 

 

• Staff Disciplinary Policy - if the complaint is an allegation of 

misconduct by a Bristol SU Staff member.  

• Code of Conduct - if the complaint is regarding the actions or 

behaviour of a student (link) 

• Articles of Association - if the complaint is regarding a member of the 

Trustee Board 
 

9.4 The Investigating Officer will contact you as soon as possible, normally 

within 7 working days (Mon-Fri are Bristol SU’s working days) of receiving 
your complaint, to explain the process and seek any further 

information.   
 

9.5 Where possible the Investigating Officer will deal with your complaint 
within 30 working days (Mon-Fri are Bristol SU’s working days), but 
hopefully sooner in most cases. Where this is not possible, we will 

contact you to agree a timescale and a way forward. 
 

9.6 The Investigating Officer will ask you for clarification or may ask for 
more information and will then investigate and evaluate the 

complaint, gathering relevant evidence (this may include screenshots 
of messages, photos, witness statements, CCTV). This evidence needs 
to be available. 

 
9.7 If at any point the Investigating Officer feels that the complaint is 

something the SU cannot investigate (see Section 5) they will inform 
you.   

 

9.8  The Investigating Officer will treat your complaint with discretion and 
only share details on a need to know basis. Some details of the 

complaint will need to be shared with others in order to effectively 
investigate. The Investigating Officer will discuss this with you.  

 
9.9  If the Investigating Officer uncovers allegations of real or potential 

criminal activity or believes someone poses a risk to themselves or 

others, they may report it to the police and/or the University. 
 

10. Suspending students whilst an investigation is taking place 

 

10.1 On receipt of a complaint relating to unacceptable behaviour or  

misconduct, Bristol SU may temporarily suspend one or both parties 

involved from their elected role, membership of a student group 

and/or attendance at events/SU facilities.   

 

10.2 This will only be done in order to protect students, staff, members of the 

public or the SU from harm and will not affect the outcome of the 

investigation 



   
 

   
 

 

10.3 This decision will be taken by the Director of Student Engagement or 
their designated representative, based on recommendations by the 
Investigating Officer or Complaints Officer, and is not subject to 

appeal. Any suspension will remain in place until the complaint has 
been resolved (either by Bristol SU or by the University).   

 

11. Decision  

 

11.1 At the end of the investigation, the Investigating Officer will complete 

a report which will acknowledge the extent to which the complaint is 

valid and will put forward recommendations for any further steps 

required to resolve the complaint. 

 

11.2 If a complaint against a member or group of members is valid, a 

Review Group will be convened (in line with the Code of Conduct) to 

review the decision of the Investigating Officer and if needed agree 

appropriate sanctions.  

 

11.3 The group will receive the report from the investigating officer and will 

include a minimum of one student representative and one member of 

SU or University staff. The Review Group will issue sanctions with 

reference to the decision matrix appended to the Code of Conduct 

[link].  

 

11.4 We will inform all parties of the outcome of the complaint.  
 

12. If you are not happy with the final decision 

 

12.1   Both parties can appeal the decision if: 

 

• You believe the complaints policy was not followed properly, or 

• You believe the decision made was not reasonable  

 
12.2   You must submit your appeal to bristolsu-complaints@bristol.ac.uk 

within 10 working days (Mon-Fri are Bristol SU’s working days) of 
receiving the decision, unless there is an important reason for being 

outside this timescale.  

12.3  Your email should state the reason why you are appealing the decision 

which was made and what outcome you are seeking 

12.4  The appeal will be considered by the Chief Executive or their nominee 

and two members of the Trustee Board. 

 

12.5 They will consider the basis of the complaint as it was originally 

submitted and the process that was followed.   
 

12.6  They will not consider new complaints, new allegations or new 

evidence that wasn’t submitted to the Investigating Officer, unless new 

mailto:bristolsu-complaints@bristol.ac.uk


   
 

   
 

evidence comes to light which relates to the original complaint and 
wasn’t available during the original complaint. The investigation may 

need to be reopened if this happens. 
 

12.7  We will write to all parties to inform you of the decision of the appeal 
and any actions that are being taken as a result. 

 
12.8  The appeals panel decision is final and there are no further appeals  

processes. 
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