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	Category 
	Definition/examples

	Accommodation
	Any complaint relating to Edinburgh Napier University student accommodation or the services provided by the University’s Accommodation Office.

	Admissions 
	Any complaint relating to the application of the admissions process. Applicants are entitled to make a complaint via the procedure about any admissions matter with the exception of a decision made not to admit them to study on a programme at the University for academic reasons. The current Admissions Appeals Procedure remains the process applicants should use when connected to dissatisfaction of this nature. 

	Administration 
	Any complaint related to general administration errors, omissions or administration of a procedure, not covered by any of the listed categories.

	Assessment/Teaching 
	Any complaint related to teaching and assessment  standards, course/assessment content etc.

	Communication/Customer Service
	Any issues with communication (or lack of) by the University, service standards or lack of service provision.

	Conduct of external contractor
	Any complaints against a contractor working for the University e.g. construction work on campus, organisations involved with work and study placements.

	Conduct of member of staff
	Any complaints which specifically reference the personal conduct/tone/behaviour/attitude of any member of University staff, as being inappropriate.

	Conduct of student
	Any complaints which specifically reference the personal conduct/tone/behaviour/attitude of any matriculated student, as being inappropriate.

	Exams 
	Any complaints which relate to any alleged administrative errors or errors with papers, relating to the exams process during the scheduled examination diets. 

	Facilities 
	Any complaints relating to the standard and suitability (or lack of) of the property or facilities offered by the University.

	Fees/Finance
	Any complaints which centre on any issues with funding or fees.

	Graduation 
	Any complaints relating to the processes in run up to or issues arising at graduation ceremonies.

	Matriculation/Induction
	Any complaints relating to the processes in run up to or issues at matriculation and induction events

	OTHER
	Any complaint which cannot be referenced to any of the categories listed.


It is noted that it is not always obvious as to which category will apply to a complaint and there may be occasions where more than one category is applicable. Staff should use their own judgement and discretion to choose which category best fits the complaint they are recording. If there is any doubt, please consult your line manager. 
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