
Special Cases and Complaints Behaviour and
Communications Policy

1. Introduction

1.1. This policy describes how University of York staff will address issues relating to
communication with students or their representatives, when dealing with student
academic appeals, progress cases or complaints. It sets out the approach we will
take where the actions or behaviour of an individual are considered to be
unacceptable, persistenst t



their own behalf at the time and in the near future.

2.5. A decision as to whether or not the evidence provided demonstrates that the
student is not able to act on their own behalf will be taken by the Special Cases
Manager in relation to appeals and progress cases and by the Complaints Manager
in relation to complaints.

2.6. In such cases, the person making the decision will not review the details of the
appeal, progress case or complaint, only the evidence regarding the student’s ability
to communicate. This is in order to



not; persistent refusal to accept explanations relating to what we can or can't do;
sending emails to multiple members of staff; or repeatedly trying to revisit a case
through our internal processes, once those processes have come to an end.

4. Ou


