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I. Introduction
L ganda Technology And Management University's School of T.aw’s Policy For Academic Appeals
And Student Complaints has been informed by the National Council for Higher Education (NCHI?)
Sector-Recognized Standards and the General Ongoing Conditions of Registration, and has regard
to the Uganda National Quality Assurance Framework for Higher Education. These definitive
relerence points for all higher education institutions in Uganda set out how academic standards are
established and maintained. aad how excellence in the quality of learning opportunities is assured.

I'his poliey sits within The School of Law’s Quality and Standards Code. which provides a suite
ol policies designed to safeguard the academic standards of The School of Law and to assure the
quality of learning opportunities offered: this policy should therefore be read in conjunction with

other relevant policies within the code.

This policy sets the framework ol expectations within which the University of TLaw (the
University ) ensures that its procedures for handling academic appeals and student complaints are
lair. accessible and timely. and enable enhancement. The University recognises that central o this
policy is the Universitys responsibility for the academic standards of all awards granted in its

name and the quality of learning opportunities for students.

2. Responsibility for this policy

Ultimate responsibility for the development of clear and elfective processes and procedures

associated with academic appeals and complaints lics with the Academic Board.

3. Expectation
The University has procedures for handling academic appeals and student complaints about the
quality of learning opportunities. or the provision ol a programme of study or related academic
or administrative service: these procedures are fair. aceessible and timely. and enable

enhancement.
4. Key Aims and Principles

The University ensures that. in the operation of its policies and procedures on academic appeals
and complaints:

a) no student suflers disadvantage as a result of raising a complaint or appeal:

b) opportunities for early resolution of complaints and appeals are available:

¢) procedures are clear and readily accessible to students. taking into account equality and
diversity 1ssues and barriers to access:

d) clear and accurate advice and guidance is available to students and staff:

¢) training is available for staft conducting procedures:

£y procedures are conducted m a timely and fair manner:



appropriate action is taken following an appeal or complaint:

f

processes are in place to monitor the effectiveness of procedures:

1) outcomes ol appeals and complaints processes are monitored and reviewed. and a record
of resulting enhancements is maintained:

1) Support for students is available during the complaints and appeals process.

h

Procedural Approach

@) The University has separate procedures for dealing with academic appeals and reviews.
student complaints and concerns raised by a member of the student population.
prospective students or other affected stakeholders,

b} An academic appeal and review is defined as a request for a reconsideration of a decision
ofa University academic hody charged with making decisions on assessment. student
progression and awards, There are specific time limits for applications

¢) A student complaint is defined as the expression of 4 specitic coneern about the quality of
learning opportunities. or the provision by the University of a programme of study or
reluted academic or administrative service. other than liability tor course fees. There are
specific time limits for applications.

d) - Aconcern is defined as a comment. either in conversation. writing or via social media. on
the learning opportunities or student experience. When a concem is raised. it can
represent the first stage ol a complaint if lefi unaddressed.

¢} Where a student complaint relates to matters that affect the quality of a student's fearning
opportunities. the student may where appropriate invoke the procedures of academic
appeal and review. and student complaint. :

) Ithe University feels at any point that a student is abusing our policics or processes. i

reserves the right to call a halt to proceedings and close the case,

The Academic Board regularly monitors the processes and outecomes of academic appeals

i

and reviews and student complaints with a view to enhancement of processes and the

student feamning experience,

6. Responsibility for the provision

Responsibility for the effective implementation of the Overarching Policy for Academic Appeals
and Student Complaints lies respectively with the Academic Registrar and the Head of
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7. Monitoring and review of the provision
Responsibility for reviewing and evaluating the cffectiveness of the Overarching Poliey for
Academic Appeals and Student Complaints fies initially with the Academic Registrar and the
University Complaints Officer. respectively. Formal responsibility for monitering and evaluation

ol this provision lies with the Academic Board.
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