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1. Individuals with individual issues

2. Disagreement resolution

3. Crisis (too late)

4. Outside of university

5. Anchored in university’s own 
arrangements/policies

Complaints regime









• Art and Design Schools in the UK need to listen to their 
student bodies and offer current students flexibility 
that is accessible for all. 

• Provisions must be made for studio-based learners in 
order to work towards a mutually beneficial 
agreement, whereby students receive quality 
education without jeopardizing the financial stability 
of HEIs (Higher Education Institutions). 

• In unity, the government needs to play a role in 
financially aiding the higher education sector to reach 
an ideal solution for the future of education in the UK. 

Art and design…



It is necessary that HEIs:

• Fight for the Two-Year Post-Study Work Visa 
Extensions to be brought forward for graduates.

• Support and safeguard international students with 
regards to visas, financial aid in lieu of work hour 
restrictions, and No Recourse to Public Funds.

• Guarantee a physical degree show for graduates -
This includes provisions for 2-3 months of full 
access to workshops and studios or financial 
support to access external facilities. 

Demands



Allow students to either:

PAUSE: Deferral Regulations to not disregard requests 
made based on impacts of the pandemic - It is a physical 
impossibility and dangerous to suggest a continuation of 
artistic activities outside the studio and the safety of a 
workshop. 

PAY: Refund previous fees and discount upcoming fees 
to reflect the loss of teaching, studios, access to 
facilities, and industry networking opportunities - Which 
has been ongoing since the start of the pandemic 
restrictions. This refund should not affect contractual 
terms, pay rate, or workload of staff.

Pause or pay?





“painting in our spare cupboards cannot replace 
working in our studio spaces, gilding metals in 
our bathrooms does not match access to 
specialist equipment, and countless zoom calls 
are no substitute for the physical and emotional 
skills developed while creating collaborative 
physical projects with fellow students.”

Art school



“painting in our spare cupboards cannot replace 
working in our studio spaces, gilding metals in 
our bathrooms does not match access to 
specialist equipment, and countless zoom calls 
are no substitute for the physical and emotional 
skills developed while creating collaborative 
physical projects with fellow students.”

Art school



• Mid-March 2000 – here’s the changes!

• Designed to ensure students could complete 
and meet learning objectives. 

• But LOs less important – skills from in-person, 
and exhibition all crucial

• Small group complains about what had been 
put in place – grows to 1,000 strong complaint 
by May

Royal College of Art



• Students weren’t satisfied with changes made to 
course delivery;

• The group argued that it wasn’t reasonable for the 
college to continue to charge the full cost of fees for 
its courses;

• They argued that significant decisions about changes 
were made without proper or reasonable consultation;

• They also argued that the changes made failed to 
adequately provide the kinds of practical 
opportunities and on-campus facilities and services 
that students reasonably expected to gain when they 
decided enrolled to study at the RCA.

The beef



• The college argued that steps were taken to ensure, as 
far as was reasonable, that online provision enabled 
students to achieve learning outcomes;

• That reasonable steps had been taken to ensure that 
the quality of the student experience was maintained 
online

• That nonetheless, students who preferred to wait for 
campuses to re-open had the option to take an 
authorised leave of absence;

• As such, and in line with government guidance at the 
time, it was reasonable to refuse the group’s request 
for a tuition fee refund.

The response





• Students’ union not involved 

• Review of complaint by “different” people

• COP to adjudicator halved size of the group

• Consultation with group or need to obtain 
consent individually for changes?

• Option to take a “short term leave of absence” 
or to “withdraw from the college completely”

• Force majeure clause far too broad (again)

• Learning outcomes v learning opportunities…

Not so merry go round



For students on programmes involving “Printed 
Textiles”, students argued they might expect 
access to:

• “…fully equipped textile screen printing 
workshop, which included 2x screen printing 
beds for textiles, a digital textile printing suite, 
heat-presses, wash out booths, multiple 
screens at varying sizes, exposure unit, screen 
emulsions, jet wash, a holding cupboard 
[etc.]…”

Problems



A student on a Jewellery and Metal course 
commented that their course:

• …requires specialised tools and spaces in order 
to work safely and efficiently, which is almost 
impossible and very dangerous to achieve at 
home. My practice requires heavy machinery 
such as the hydraulic press, a kiln, casting 
facilities, 3D scanning and printing, and using a 
blow torch…”

Problems



A student on Ceramics and Glass course wrote 
that:

• …there is a lot of support from tutors given 
the situation, but there is only so little they 
could offer […] a relative standstill to studio 
making (coming from a ceramics and glass 
course) with no access to resources for making 
clay…”

Problems



A student on a programme involving 3D 
software complained that:

• …it has been quite frustrating. I have tried to 
follow online learning courses for 3D software 
but because my laptop isn’t built for using such 
software and I don’t have access to better 
machines I fell behind each time and I just had 
to quit and then look up answers myself 
online…”

Problems



Following a very complex process that was led 
by the volunteer student…

• Those on programmes where students would 
not normally expect the need to access 
specialist facilities and services in order to 
complete their course of study, and where lack 
of access did not make a difference to the 
students’ experience of the programme – an 
apology.

Remedy



Following a very complex process that was led 
by the volunteer student…

• Programmes where students would have 
expected access to facilities and services but 
where these are largely incidental to the 
normal aims of the programme but 
nevertheless, the lack of access to facilities 
and services made a difference to the 
students’ experience of the programme – an 
apology and £500.

Remedy



Following a very complex process that was led 
by the volunteer student…

• Programmes where students would have 
expected regular access to facilities and 
services but despite efforts there was a 
shortfall in learning opportunities – a formal 
apology and £1,000;

Remedy



Following a very complex process that was led 
by the volunteer student…

• Programmes where students would have 
expected regular access to technical facilities 
and services, and other specialist spaces or 
services, where RCA was unable to put in place 
measures to deliver learning opportunities 
without a substantial impact upon how those 
learning opportunities would normally be 
delivered on the programme – a formal 
apology and £2,000.

Remedy



Following a very complex process that was led 
by the volunteer student…

• And all of the above getting an additional 
£550 for the distress and inconvenience 
caused by the delay in the college’s handling of 
the complaints process.

Remedy



OIA said it was “mindful” of the college’s 
argument that:

• …an award of [a higher scale] will materially 
impact on our abilities to deliver planned 
activity in the next 12 – 24-month period, 
including for some of the students who were 
students at the time period covered by this 
complaint.”

Mindful…





• What about those that fell by the wayside at 
RCA?

• What about those that didn’t ever sign at 
RCA? 

• What if those that didn’t sign weren't happy 
but didn’t sign for other reasons?

• What about every other student on a creative 
arts course around the UK

• What about every other student on a course 
with a practical component 

Big questions



• Why did it take over two years?

• Why did a volunteer student have to lead it 
and bone up on CPL etc?

• What if the provider was more defensive 
because of the group thing?

• Why wasn’t the SU involved?

• How is it OK for the “review” internally just to 
involve different people?

Big questions



In groups, try to fix…
• What about those that fell by 

the wayside at RCA?

• What about those that didn’t 
ever sign at RCA? 

• What if those that didn’t sign 
weren't happy but didn’t sign 
for other reasons?

• What about every other student 
on a creative arts course around 
the UK

• What about every other student 
on a course with a practical 
component 

• Why did it take over two years?

• Why did a volunteer student have 
to lead it and bone up on CPL etc?

• What if the provider was more 
defensive because of the group 
thing?

• Why wasn’t the SU involved?

• How is it OK for the “review” 
internally just to involve different 
people?





• By 2022 real funding has fallen to £5,600, a 38 
per cent cut from 2012. 

• Two years later in 2024 the real value has 
slumped to £4,400, a 51 per cent cut. 

• By this point universities are needing to teach 
two students with the resources they had for 
one in 2012.

• If universities made it through to 2030 in this 
scenario, they would find their real funding per 
student had dropped to around £2,000, less 
than a quarter of the 2012 resource.

Inflation, 70s style



• Engage in value provision
• Principally via validation or franchise partnerships, or 

remote campuses

• Increase no of international PGT students
• Student experience, entry standards, support, agents?

• Identify modules, pathways or programmes that 
are expensive to teach and/or recruiting low 
numbers (portfolio review)
• Closure or collapse into bigger pools to manage demand 

fluctuation/pressures

• Are students protected?

Coping with a declining unit of resource





• It’s very hard indeed to reduce service 
provision, staff or quality by year group.

• If a student came to an open day today, 
they’re unlikely to be getting the promised or 
implied student experience by the time they 
graduate.

• If that is allowed to happen – ask yourself why 
and if there’s anything you can do to stop it.

In 5 years’ time…



• Lack of space on campus

• Feedback poor or late

• Personal tutor system more of an ambition 
than a policy

• Additional costs necessary to complete the 
course

• Email responses from academics

Little issues



Whose job?

• Course reps?

• Advice?

• Voice?

• Academic societies?

• Sabbs?

• Individuals?

Little issues



B Conditions



B Conditions



B Conditions



B Conditions



• Do students know

• Do we know

• Research on gap can help collective 
representation

• Research on gap can also help case for 
individuals

• What if the strategy was 

So what?



1. Individuals with individual issues

2. Disagreement resolution

3. Crisis (too late)

4. Outside of university

5. Anchored in university’s own 
arrangements/policies

Complaints regime



1. Establishment

2.Discovery

3.Extension

4.Defence

5.Enforcement

6.Promote

Six rights activities





Ombuds? 



Ombuds? 



Ombuds? 



Ombuds? 

• “Elected” (appointed by a vote by council)

• All six rights activities

• Key personality in each faculty – fixer, preventer

• Reports and policy development



• https://student-ambassador.ku.dk/about/

https://student-ambassador.ku.dk/about/




• The ombudsmen are here to help students who encounter 
problems in their education. We advise, help and guide 
students on bachelor, advanced and phd level.

• The ombudsmen’s main tasks are:
• To help students who encountered problems in their education.

• Investigate the issues of student character.

• Support for students who face the Disciplinary board at Gothenburg University

• If you are unsure about it is the ombudsmen you should talk 
with, you are welcome to ask us! 

• The ombudsmen also assist the student unions with questions 
about laws and regulations that affect the university’s 
function.

Gothenburg



• If we could start again, what would we do to 
improve rights understanding and 
enforcement on a more often, more granular 
level?

• What are the barriers?

Questions



Group complaints 
are coming to kill 
us, but ombuds will 
save us
JIM DICKINSON | WONKHE


